DEPARTMENT OF MEDICAL ASSISTANCE SERVICES
600 East Broad Street, Suite 1300
Richmond, VA 23219

December 10, 2004
ADDENDUM No. 1 TO VENDORS:
Reference Request for Proposal: RFP 2005-01

Dated: November 5, 2004
Due: January 5, 2005

Attached are questions and responses related to RFP 2005-01. Also attached is additional information

requested either at the Proposal Conference or through the written questions.

Note: A signed acknowledgment of this addendum must be received by this office either prior to the due
date and hour required or attached to your proposal response. Signature on this addendum does not
substitute for your signature on the original proposal document. The original proposal document must be

signed.
Sincerely,
William ©. Sydnor

William D. Sydnor
Contract Management Director

Name of Firm

Signature and Title

Date



Attachment M

APPLICATIONS TAKEN, APPLICATIONS APPROVED, AND APPLICATIONS DENIED
NOVEMBER 2003 THROUGH OCTOBER 2004

Percent Percent
Year Application Applications Applications Applications  Applications

Month Total Approved Approved Denied Denied
200311 9313 5712 61% 3239 35%
200312 10254 8522 64% 3336 33%
200401 12713 8033 53% 4251 33%
200402 11766 7221 81% 4074 35%
200403 14036 8591 61% 4874 35%
200404 11720 7032 60% 4017 34%
200405 10425 6157 59% 3489 33%
200406 11395 6922 81% 3965 35%
200407 11047 6704 51% 3750 34%
200408 12323 7310 59% 4095 33%
200409 12287 6903 56% 4024 33%
200410 11362 5238 48% 2649 23%

Caveats:
Not all agencies enter application data into MEDPEND

A new application overlays an old application, so all applications filed during the 12-month
period are not included in the report.

Applications not included in approved or denied are still pending or status was
not updated in MEDPEND
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Vehicle by Provider by Type State Total

LogjstiCare’
Total Providers by Region
Region 1 | Region 2 | Region 3 | Region 4 | Region 5 | Region 6 | Region 7
29 59 72 53 13 14 19
Vehicles by Type
Ambulatory | Wheelchair | Ambulance [Total =
1142 547 172 1861
Page 1 State Total



Vehicle by Provider by Type State Total

Total
259

Page 2 State Total



LogistiCare, Inc.
Benefit Integrity Sanctions
Q1,2004

‘Provider

= reb0d .

e MarsQdE e i
None




LogistiCare, Inc.
Late Submission Sanctions
Date Billing Date of | # of Days from Amount Amount
Request Service, | Date of Service, | Submitted for Approved Late Penalty Amount
Received by Week Wk Ending to Billing by to Pay |Submission| Amount Paid to
Transportation Provider | LogistiCare Ending Receipt by LCi Provider Provider Penalty Withheld | Provider
oo AprilAPDates: o e SRR
SATZ004] 112512004 36 $1,640.40] §1,056.50]  10% $105.65 sssﬁfl.as
SM72004[ 111772004 34 $1,567.70] 51,161.80{  10% $116.14 | 51,045.26
21772004] 1/10/2004 38 $3,802.40  $3,598.80 0% $350.08 | 53,208.92
zmwzinﬁ 712004 31 $5,880.90[ %3,310.70 10% S331.01 § 32,075.00
SHIZ004] 11312004 [ $1.778.20, $1,410.20,  10% $141.02 | $1,269.18)
dii7Z00a]  4r712004 54 $2,636.00] $2,469.40 6% 238.94 | 52,150.46
31112004 T0/Z004 51 $7,539.60| 52,400.60 0% $240.08 | 92,160.54
3FI2004) J7/2004 ¥} $2,614.20 §2,358.00 10% $235.40 | $2,118.60
3472004 /2412004 37 B7.684.02 $2,418.00;  10% $241.80 | 52,176.20
272072064 1/5/2004 42 $417.40 $611.20 0% $61.12 §550.08]
zramzuoa_i 1612604 35 $994.00 £762.40 10% $75.24 $677.16
3[1712004] 111712004 3 $278.10 $246.00 6% $24.60 $221.40
2120/3004[ 171612004 3g $197.80 $162.50 0% $16.28 $146.52
371/2004]  1730/2004 37 $244.80 $186.80 0% $18.88 $169.92
3iaizo0a] Ei2008 k¥] $166.00]  $180.00 0% $18.00 $162.00
212412004| 172472004 31 $0.00 $1,669.90!  10% 5166.99 | 31,002.91
ZrA7I2004] 1710/2004 38 $7.514.00]  $4,064.50 0% $396.35  § $3,567.15
ATIZ004[ 11772004 31 $7,564.00| $4,192.90 0% $419.29 | $3,/79.61
2713008 /912004 38 $1,726.600 $1,098.80 10% $109.88 $988.582
F71972004] 111612004 kY $1,554.400 $1,583.20,  10% $1563.32 | 31,379.68)
217472004 112312004 3% S127.40 $137.70 0% $13.77 $123.93
212312004 17312004 5t $795.80 $191.00 0% $19.10 $171.50
ZABr2008] 117/2604 33 $282.60]  S247.60;  10% $28.76 | $222.54)
311812004 mzwznuil 53 52,825.00] $1,158.40 0% $115.84 | $1,042.56
2ME5004]  1/4/2004 45 £3,647.50| $1,667.00 0% $166.70 1 $1,500.30
37472004] 1710/2604 £4 $3,077.50| 52,862.50 0% $286.95 | 52,576.25
314120_—0_42 1/ 72064 47 $3,991.800 §3,261.50, 10% $326.15 | $2,945.35
2723/5004] 172312004 31 566,70, 556,70 10% $5.67 551,03
ATAIZ004| 11232004 4 $H86.00 $736.00 0% 573.60 $662.40
41472004] 1i30/2004 34 $787.50 $360.00 10% $30.00 $270.00
2972004 1212112003 53 $1,353.400  61,684.50; 0% %168.45 | $1,016.05]
ZM9r2Z004] 12/3172009 i) §1,537760] §1,169.60 10% $116.96 § 51,052.64
31372008 17272004 60 51712.60 13760 10% $13.16 $116.43
219/2004]  1/9/2004 47 $3.446.60] 5$2,558.50 0% S255.06 | 52,002,714
FM19/2004; 11712004 33 $3,540.20[ $2,531.20,  10% $253.12 | $2,275.08)
2120/2004] 111712004 34 $495.56]  $567.70 16% $55.77 $601.93
2726/2004[ 177712004 34 $768.73 $144.50 0% $14.43 $120.87
FTZ7I2004] 172472004 i $408.66| suo.ost T0% $44.07 $395.0§1
S12712004] 112412004 34 $155.87 $150.15 0% $15.02 5180.1
3I3/2004]  1/31/2004 3z $7167.51 $180.70 0% $18.07 5162.63
313/2004] 173172004 3z §50.15| $58.50 10% $5.85 GHZ.65
3I21Z004] /912004 53 $B846.40 $748.00,  10% $74.80 $674.20
31220040 /1612004 a6 $582.40 $473.20 10% $47.32 $425.8
312/2004] 112372004 35 $589.20 $486.20 0% 548.82 $439.38
31972008 174012004 3z $216.80 $179.00 0% $17.90 | 61,
I 2004 12112004 51 $613.40 476,60 10% $47.56 $428.94
3272004, 2/7i2004 34 $932.80 $613.80 0% $81.38 $732.82
3MBIZ004| 2/1472004] 33 $320.40 $265.20 10% $26.92 $242.28
378I2004] 172472004 ) 5670.60 $305.00,  10% $30.50 Te7A.50
57GI2004) 13172004 78 $1,705.200  $1,367.10]  10% $136.71 | $1,240.59]
3/16/2004] 113012004 46 $25.60 $17.90 165, $1.79 $16.17
379/2004] 2712004 3 $4,3650.00] 53,080.40 0% $300.04 | $2,781.36




271772008] 27672004 i5 %9,082.40]  5BG&.BO|  10% 586.48 $778.32
3777/2004] 31372004 33 §928.20;  $829.20]  10% SR2.04 5746.28
S{772004] 271412004 32 54,046.40] $3,3093.20,  10% $339.92 | $3,053.88
3/17/2004] 12412004 53 €6,797.30) $3,391.40;  10% §319.14 | $2,672.25)
3717/2004] 173172008 16 §3.600.40| 51,511.30]  10% 5154.13 | $1,360.17
57IZ008] 2712004 39 $8,571.40] 54,290.50] 10% 5429.05 ] $3,861.45]
37512004  1/2812004 37 $708.60 $720.10] 7 10% $72,01 $648.00
3720042762004 32 $0.80 50.80  10% $0.08 $0.72
371972004] 112472004 55 $144.00 §54.00] 0% $5.40 $48.60
311512004 /2412004 5E $0.00 572.00]7 " 10% $7.20 $64.80
319/2004] 211412004 24 $10.00 Ei0.00 0% £1.00 $9.00
5TET2004] 172412004 74 T4 EELO0  $3,317.00, 10% 5331.70 | $2,985.30
3IBI2004|  181/2004 37 £4,355.00) 52,542.80; 0% §254.25 | $2,£B8.25
3716/2004] 2372008 34 $5,853.40 54,410.80 $431.08 | 53,879.72]
.. MayAPDates
ATBIZ004] 212712004 38 $457,50 $150.00 $15,00 $135.00
ATGi2004| 2712004 58 $192.00]  S108.00]  10% $18.80 £769.20
475120041 221120604 a4 $67.60 $68.20|  10% $6.52 $E8.68
31232604 1/16/2004 B7 $19.00 £19.00 0% $1.80 §17.30
517612004] 211412004 31 §60%.70 $388.90]  10% $38,89 $350.01
32672004| 2/21/2004] 3% $6,125.00] 55,358.901  10% §535.89 | $4,824.01
312512004 2/14/2004| 44 $130.50 $92.80; 0% $5.28 §83.52
373172004 2114;200{! 36 $7.680.60| S4,575.60] 0% S457.56 | 54,118.04
41373004 212112004 31 $7,815.70]  $3,892.00]  10% $389.20 | 52,002.80
33112004 212812004 Y] $7,665.60, $4,416.30]  10% $441.83 | 53.976.47
373172004 272772004 33 $540.00]  $214.40, 0% $21.42 T152.96
475/2004]  315/2004 i 1590 $115.20]  10% $11.52 $103.68|
3I29/2004, 21712004 L] ET070.400  $686.20  10% $68.62 $617.58
372072004]  2/14/2008 a3 $O58.40;  3865.60] 10% $B6.56 §779.04
315613004 212312004 57 $297.80 %247.800  10% 523.78 3214.02
31Z6/2004] 22312008 kY] E187.60|  $181.60;  10% $18.16 $163.449
3779/2004| 12412008 55 $126.00 §80.70] 0% $5.07 TA5.64
3116/7004] 173172004 49 $B4.00] $33.80) 10% $3.38 $30.42|
3972004]  2ITIZ004| 41 $126.00 $50.70,  10% $5.07 $45.63
371912004 211472004 34 $98.00 §9770]  10% $3.77 sas.s:ii
ATETT008] 27712004 B8 $1,263.00| $807.30]  10% $80.73 $726.57
a75/2004F 212714004 38 €E,154.60| $4,533.20( 0% §453.32 | 54,079,588
AM 2120041 31612004 37 §610.05:  5686.85 0% $6B.59 567,27
4/877004]  a/6/2004] EE) $4,422.00]  $1,665.00,  10% $166.50 | $1,498.50)
AMBI2004| 21282004 a7 $12.54 $10.00 0% $1.00 $9.00
ATBI2004 272812004 40 $400.00]  5390.00]  10% $39.00 $351.00
47472004 3/612004 33 $Z,795.00]  §1,976.40|  10% $197.64 | 51,/7B.76
A6l 2004]  =Iz172004 38 %1,601.20) 51,324,860  10% 132,46 | 51,102.14
47612004| 22912004 37 T1.86980 51,621.40, 0% $160.14 | 51,369.26}
§I672004]  S1614008| EE] %1,805.80) $1,480.40]  10% $148.04 | $1,852.36
275712004 712272603 74 §1,917.00] $1,600.60]  10% $160.06 § 51,440.54
21972604 111291200:% 72 SE96.60 $634.50] 107 $63.46 3571.14
4TTETZ004] 212112004 53 $315.90;  $276.60]  10% 527.66 $248.94
412112004]  212BI2004 53 $467.60]  5423.60;  10% $42.36 $361.24
A15/2004| 31612004 a0 $88.00 §78570; 0% $7.52 T67.68
411572004 31312004 KK ST17.80 $59.20)  10% $5.82 $53.2
A1Z1/20D4] 320120048 37 %186.40 $172.60  10% $17.26 $156.94
A1GIZ004] 22812008 a7 $070.40,  S938.00, 10% $53.60 $BAZ.40
47577004  3/6I2004 &0 $B52.60] $588.801  10% $56.80 $530.07
41512004 311312004 33 £610.35|  $64B.70]  10% $64.87 $584.84
A715/2004] 311912004 31 $875.00 $a78.00] 10% $87.50 §787.50
4715720047 311412004 k¥ $5.677.600  ©3,842.400  10% £384.24 | $3,458.16
&J15/2004] 212712004 48 §444.60]  $373.00; 0% §37.30 $335.70
AI15/2008  3i21Z2004 a3 §416.00] $344.000 0% $34.40 $305.60
414873004 ai512004 &9 $570.80] 553600  10% $53.60 $482.40
A71512004] 311212004 33 $487.80]  5409.00 $40.90 $368.10
SJune APDates ST
ATZ6I2004] 311312004 y.¥ $1.232.35] 51,077.25] $107.73 §960.54]
AT2612008| 312072004 37 $1,37/7.50| $1,405.00  10% §140.50 § 51,264.50
4/23.'29(14 ZIZB12604 BE EB60.00|  $320.00|  10% §42.00 $268.00




4/Za/2004] 371372004 (T S554.000  $150.00] 10% $15.00 $135.00
A7Z312004, 3/20/2004 34 $1,198.00]  $450.00,  10% $45.00 $405,60
GIGI2004] 41212004 k] $4,713.50] 54,317.10] 10% 5431.71 | 54,885,39
A72612004( 371372004 44 $4,65570] 5s,245.70]  10% $324.57 | 92,921.13
A72Z612004| 312012004 a7 $2,085.40, 51,404.40(  10% $140.44 | 51,264.95
4jZ817004) 32712004 32 $1,843.80, 1,607.80] 10% $160.78 | 31,447.02
6372004 3112/2004 52 §10.80 24000  10% $2.40 $21.60
417672004) 312212004 35 $300.00]  $150.00]  10% $15.00 $135.00
BI472004] 372012004 45 $666.26|  S6a7.00]  10% $63.70 $573.30
5i472004)  A4/31z004 3 $48Z 300 5497.25 0% $49.73 | 7.53
B[71Z004, 41412004 35 $38.40 $38.40]  10% 53.84 534,56
A7ZBTE004; 372072004 kil $106.00 58680,  10% $9.68 587.12
5/4[2004] aZ112004] F] 550.80 $42.80] 0% $4.28 $38.52]

$0.00 $0.00
5I18/2004] 4/17/2004 i $526.40|  $273.60]  10% $27.36 $246.24
E/1072004] 3/27/2004 44 $3.98600] s$2,791.00] 10% $271.10 | $2,489.99
EM1412004]  4i3/2004 &1 $5,22B.50|  $3,764.50;  10% $376.35 $3,38?.15j
51712004 4/9/2004 kK] $374.20| " §345.50] 10% $34.55 £310.95
EI1712004| 471612004 3 $324.20]  5410.30] 10% 531,93 $287.37
BI17/2004] 411172004 36 $1,196.00[  $1,057.00)  10% $105.70 $951.30
EM7/2004] 41712004 40 $1,873.00f 51,605.00] 10% §160.50 | 51.444.50
5IZ1/4004] 411712004 34 §1,903.40 $1,610.00] 10% $961.00 § $1,449.00
B1i%i2004] 411072004 39 57.20 $6.40] 10% $0.64 $5.76
EIiG2004[ a/1BIZ004 Ky $4,969.60| $4,932.70|  10% $493.27 | 34,430.43
BI17/2004] 4/9/2004 38 $166.40] 5166.40]  10% $16.64 $180.76
518/2004]  4110/2004 38 $6,322.70| $4,917.50!  10% $491.75 | $4,425.75
BF{E2004] 4/1712004 KL $6,335.30|  $4,755.00]  10% §475.50 | 94,279.50




Date Billing

Request | Date of # of Days from Amount
Received | Service, | Date of Service, | Submitted
by Week Wk Ending to for Billing
Transportation Provider LogistiCare| Ending Receipt by LCI | by Provider

5737712004] 411072004

$395.00

47
5/2712004| 4/17/2004 40 $330.00
5/27/12004| 4/24/2004 33 $1,177.30
6/1/2004| 5/1/2004 31 $12.80
6/1/2004| 4/23/2004 39 $4,528.00
6/7/2004] 4/30/2004 38 $4,659.50
6/7/2004] 5/7/2004 31 $4,582.00
5/24/2004] 4/23/2004 31 $660.40
6/3/2004] 4/17/2004 47 $3,493.00
6/3/2004| 4/24/2004 40 $6,150.00
6/7/2004] 5/1/2004 37 $2,335.00
6/7/2004; 5M1/2004 37 $3,120.00
5/24/2004] 4/23/2004 31 $426.00
6/7/2004] 51712004 3 $128.00
6/1/2004] 4/30/2004 32 $64.00
6/1/2004| 4/5/2004 &7 $75.00
6/1/2004| 4/12/2004 50 $75.00
6/1/2004| 4/19/2004 43 $75.00
6/4/2004] 5/212004 33 $5,127.40
6/3/2004] 4/30/2004 34 $5,746.40
6/2/2004] 5/1/2004 32 $1,894.20
6/1/2004] 4/16/2004 46 $506.80
6/1/2004| 4/23/2004 39 $558.40
6/1/2004| 4/30/2004 32 $365.60
6/16/2004} 5/15/2004 32 $225.00
6/10/2004] 4/17/2004 54 $1,224.75
6/16/2004] 5/15/2004 32 $6,073.60
6/8/2004] 4/10/2004 59 $234.00
6/8/2004| 5/1/2004 38 $3,535.00
6/17/2004| 4/23/2004 55 $320.20
6/17/2004| 4/30/2004 48 $368.80
6/17/2004] 5/7/2004 41 $419.80
6/17/2004} 5/14/2004 34 $275.40
6/18/2004] 5/1/2004 48 $146.40
6/18/2004] 5/8/2004 40 $70.80
6/18/2004| 5/10/2004 39 $235.10
6/14/2004| 5M14/2004 31 $680.00
6/16/2004; 5/9/2004 38 $398.80
6/16/2004] 5/16/2004 31 $843.10
6/23/2004] 5/23/2004 31 $4,676.00
6/23/2004] 5/15/2004 39 $4,376.50
6/14/2004| 5/14/2004 31 $160.00
6/16/2004| 5/15/2004 32 $2,027.23




. AugustAPDates

6/25/2004

413012004 56 $768.50
6/26/2004] 5/15/2004 42 $4,736.90
718/2004] 512112004 43 $5,141.00
7/8/2004) 5/28/2004 41 $5,232.20
7/6/12004] 5/12/2004 55 $4,540.90
6/24/2004] 5/8/2004 a7 $5,357.00
6/26/2004| 5/15/2004 42 $6,249.50
6/26/2004| 5/22/2004 35 $4,239.00
71912004 6/5/2004 34 $3,421.50
71712004] 3/25/2004 104 $4,165.00
71712004 6/5/2004 32 $5,706.50
6/25/2004] 5i22/2004 34 $2,620.00
7/1812004) 5/25/2004 54 $165.20
6/25/2004] 5/8/2004 48 $1,386.30
6/26/2004] 5/21/2004 36 $600.00
71612004] 6/4/2004 32 $0.00
7/6/2004] 5/14/2004 53 $0.00
7/6/2004] 6/5/2004 31 $1,516.20
7/2/2004] 5/8/2004 55 $78.40
71812004 6/5/2004 33 $49.20
716/2004] 6/5/2004 31 $2,662.30
712/2004] 5/29/2004 34 $1,587.26
6/25/2004] 5/1/2004 55 $1,533.00
6/25/2004] 5/8/2004 48 $1,244.00
7/1/2004| 5/28/2004 34 $622.84
712312004] _6/5/2004 48 $354.25
7/23/2004] 6/12/2004 41 $1,900.90
712312004] 6/19/2004 34 $250.09
7/15/2004] 5/29/2004 47 $5,566.70
7/15/2004] 6/5/2004 40 $4,561.20
7/19/2004] 6/12/2004 37 $6,025.60
711412004 6/12/2004 32 $3,196.00
7/1412004] 6/12/2004 32 $140.00
7/22/2004] 6/4/2004 48 $678.00
712272004] 6/11/2004 a1 $967.80
712212004] 6/17/2004 35 $142.00
7/15/2004] 6/5/2004 40 $185.40]
7/15/2004] 6/12/2004 33 $390.50
7/21/2004] 6/18/2004 33 $676.80
7/19/2004] 6/18/2004 31 $0.00
7/2772004] 6/12/2004 45 $256.80
712712004 6/19/2004 38 $461.80
712712004] 6/26/2004 31 $602.20
7715/2004] 6/12/2004 33 $1,620.73
............... = September AP Dates:
8/412004] 6/26/2004 39 $725.00]
8/412004] 7312004 32 $1,025.00
7/30/2004] 6/5/2004 55 $224.00
7130/2004] 6/12/12004 48 $248.90
7/30/2004| 6/19/2004 41 $347.20




7130/2004] 6/26/2004 34 $313.60|
813/2004] 6/18/2004 45 $6.40
8/3/2004] 7/3/2004 3 $6.40
8/4/2004| 6/25/2004 40 $316.70
8/4/2004 7/2/2004 33 $328.40
8/5/12004| 6/4/2004 62 $2,750.00
8/5/2004| 6/11/2004 55 $4,516.00
8/5/2004] 6/18/2004 48 $5,011.00
8/5/2004] 6/25/2004 a1 $5,168.00
8/5/2004] 7/2/2004 34 $5,349.00
814/2004| 6/26/2004 39 $5,988.00
8/4/2004] 7/3/2004 32 $5,918.80
7/28/2004] 6/19/2004 38 $94.50
7128/2004] 6/26/2004 32 $95.00
8/9/2004| 7/3/2004 37 $975.00
8/2/2004| 6/26/2004 37 $393.90
8/2/2004] 6/18/2004 a5 $27.00
8/2/2004| 6/25/2004 38 $587.00
8/2/2004] 7/2/2004 31 $780.00
7/28/2004] 6/20/2004 38 $1,489.80
712812004 6/27/2004 31 $2,924.20
8/9/2004] 7/9/2004 3 $0.00
7/28/2004| 6/18/2004 40 $1,269.40
712912004| 5/22/2004 68 $260.00
7/29/2004| 5/29/2004 61 $270.00
7129/2004] 6/5/2004 54 $2,200.00
7129/2004] 6/12/12004 47 $350.00
7/29/2004] 6/19/2004 40 $2,980.00
7129/2004] 6/26/2004 33 $3,470.00
8/2/2004 71212004 31 $218.20
8/412004| 7/2/2004 33 $3,949.40
8/2/2004| 6/26/2004 37 $1,604.13
8/12/2004] 7/3/12004 40 $63.40
8/17/2004] 7/16/2004 38 $5,001.90
8/17/2004] 7/17/2004 31 $6,308.02
8/12/2004] 7/3/2004 40 $5,759.50
8/16/2004] 7/16/2004 31 $19.10
8/18/2004] 7/3/12004 46 $284.00
8/16/2004| 7/10/2004 37 $151.60
8/16/2004] 7/3/2004 44 $239.80
8/16/2004| 7/4/12004 43 $1,051.10
8/18/2004] 7/10/2004 39 $19.20
8/16/2004] 7/11/2004 36 $450.70
8/12/2004] 6/19/2004 54 $540.00
8/12/2004] 6/26/2004 47 $350.00
8/12/2004] 7/3/2004 40 $130.00
8/12/2004] 7/10/2004 33 $80.00
8/19/2004| 6/26/2004 54 $56.00
8/12/2004] 7/10/2004 33 $1,362.40
8/13/2004] 6/27/2004 47 $4,026.00]
8/13/2004] 7/4/2004 40 $3,796.00|
8/13/2004} 7/11/2004 33 $3,491.00|




8/18/2004| 7/3/2004 46 $98.00
8/18/2004| 7110/12004 39 $1,263.30
BM8/2004) 711712004 32 £1,656.38




Amount
Approved Late Penalty | Amount
to Pay | Submission| Amount | Paid to
Provider Penalty | Withheld | Provider
$82.80 10% $8.28]  $74.52
$330.00 10% $33.00]  $297.00|
$903.65 10% $90.37{ $813.29|
$19.20 10% $1.92] §17.28
$4,075.70 10% $407.57| $3,668.13
$4,154.40 10% $415.44| $3,738.96
$4,268.10 10% $426.81| $3,841.29]
$447.20 10% $44.72| $402.48
$3,008.20 10% $300.82| $2,707.38]
$4,579.10 10% $457.91] $4,121.19}
$1,090.00 10% $109.00] $981.00}
$1,635.00 10% $163.50| $1,471.50]
$676.00 10% $67.60] $608.40}
$128.00f 10% $12.801 $115.20]
$43.20 10% $4.32]  $38.88
$75.00 10% $7.50|  $67.50}
$75.00 10% $7.50]  $67.50]
$75.00 10% $7.50]  $67.50]
$4,688.10 10% $468.81| $4,219.29|
$4,356.40f 10% $435.64] $3,920.76]
$1,337.60]  10% $133.76] $1,203.84}
$430.80] 10% $43.08] $387.72
$489.10]  10% $48.91] $440.19]
$213.00 10% $21.300  $191.70
$225.00 10% $22.50] $202.50]
$300.00 10% $30.00] $270.00|
$5,662.20 10% $566.22] $5,095.98
$345.40 10% $34.54] $310.86
$3,613.60 10% $361.36] $3,252.24
$229.80 10% $22.98| $206.82
$352.90 10% $35.29]  $317.61
$413.30 10% $41.33|  $371.97
$289.10  10% $28.91| $260.19]
$114.40 10% $11.44]  $102.96]
$67.80 10% $6.78]  $61.02f
$157.60] 10% $15.76] $141.84}
$285.20 10% $28.52| $256.68
$417.10 10% $41.71] $375.39
$891.60] 10% $89.16] $802.44
$3,949.70 10% $394.97| $3,554.73
$4,198.90 10% $419.89| $3,779.01
$160.00 10% $16.00] $144.00]
$1,507.40 10% $150.74| $1,356.66




$697.70]  10% $69.77] $627.93
$4,300,80] 10% $430.08| $3,870.72
$4,552.30] 10% $455.23| $4,097.07
$4,755.60]  10% $475.56| $4,280.04]
$1,048.00 10% $104.80| $943.20
$3,969.50 10% $396.95| $3,572.55
$4,977.00 10% $497.70] $4,479.30]|
$3,414.60 10% $341.46/ $3,073.14
$1,994.30 10% $199.43] $1,794.87
$4,176.00 10% $417.60| $3,758.40}
$5,104.00 10% $510.40] $4,593.60}
$2,445.00 10% $244.50] $2,200.50)
$165.20 10% $16.52| $148.68
$1,567.90]  10% $155.79] $1,402.11
$573.40 10% $57.34|  $516.06]
$1,172.60 10% $117.26] $1,055.34]
$180.10 10% $18.01] $162.08]
$1,416.30 10% $141.63] $1,274.67
$78.40 10% $7.84]  $70.56
$65.20 10% $6.52] $58.68
$2,449.30 10% $244.93] $2,204.37
$1,527.40 10% $152.74] $1,374.66
$1,450.00 10% $145.00| $1,305.00]
$1,300.00]  10% $130.80| $1,178.10]
$550.20 10% $55.02| $495.18
$328.25 10% $32.83] $295.43]
$1,370.80 10% $137.08| $1,233.72
$215.70 10% $21.57] $194.13
$5,301.30 10% $530.13| $4,771.17
$4,400.20 10% $440.02! $3,960.18
$5,755.00 10% $575.50] $5,179.50]
$3,061.40 10% $306.14] $2,755.26}
$140.00 10% $14.00] $126.00]
$595.80 10% $59.58| $536.22
$873.60] 10% $87.36] $786.24]
$96.80]  10% $9.68]  $87.12
$169.20 10% $16.92] $152.28
$348.10 10% $34.81] $313.29
$663.20 10% $66.32| $596.88
$1,224.40 10% $122.44) $1,101.96
$247.80 10% $24.78] $223.02
$431.20 10% $43.12| $388.08
$526.40 10% $52.64] $473.76
$1,116.60 10% $111.66] $1,004.94]
$685.00f  10% $616.50]
$835.00 10% $83.50| $751.50}
$201.60 10% $20.16] $181.44}
$328.60 10% $32.86] $295.74)
$281.60 10% $28.16] $253.44|




$288.80 10% $28.88] $259.92
$9.60 10% $0.96 $8.64
$6.40 10% $0.64 $5.76
$437.20 10% $43.72] $393.48]
$485.35 10% $48.54| $436.82
$3,392.80 10% $339.28| $3,053.52
$3,887.00 10% $388.70| $3,498,30]
$4,076.10 10% $407.61] $3,668.49
$4,630.10 10% $463.01] $4,167.09
$4,519.40 10% $451.94] $4,067.46
$5,661.10 10% $566.11] $5,094.99|
$5,563.20 10% $556.32] $5,006.88
$213.00 10% $21.30]  $191.70}
$83.00 10% $8.30]  $74.70
$450.00 10% $45.00] $405.00]
$227.10 10% $22.71] $204.39|
$27.00 10% $2.70|  $24.30]
$396.20f  10% $39.62| $356.58
$518.40 10% $51.84] $466.56]
$1,129.60 10% $112.96] $1,016.64]
$2,066.50 10% $206.65] $1,859.85
$95.30 10% $9.53]  $85.77
$1,185.20 10% $118.52] $1,066.68
$260,00 10% $26.00] $234.00]
$270.00 10% $27.00] $243.00}
$2,200.00 10% $220.00| $1,980.00}
$350.00 10% $35.00] $315.00]
$2,980.00 10% $298.00| $2,682.00]
$3,470.00] 10% $347.00] $3,123.00]
$209.20 10% $20.92| $188.28]
$3,547.65 10% $354.77| $3,192.89]
$1,127.80 10% $112.78] $1,015.02
$69.80 10% $6.98]  $62.82
$4,739.90 10% $473.99] $4,265.91
$5,785.60 10% $578.56] $5,207.04
$5,060.30 10% $506.03| $4,554.27
$19.10 10% $1.91] $17.19
$269.00 10% $26.90] $242.10}f
$148.40 10% $14.84] $133.56
$233.80 10% $23.38] $210.42
$768.40 10% $76.84] $691.56)
$17.60]  10% $1.76]  $15.84]
$417.70 10% $41.77]  $375.93]
$171.20 10% $17.12] $154.08]
$154.40 10% $15.44] $138.96
$115.20 10% $11.52] $103.68
$108.80 10% $10.88]  $97.92
$49.60 10% $4.95]  $44.64
$1,302.80 10% $130.28] $1,172.52
$3,850.60 10% $385.06| $3,465.54
$3,427.60 10% $342.76| $3,084.84
$3,156.80 10% $315.68] $2,841.12




$84.00 10% $8.40]  $75.60}
$859.40 10% $85.94| $773.46
$1,170.40 0% $117.04] $1,053.36




Date Billing

Request | Date of # of Days from Amount
Received | Service, | Date of Service, | Submitted

by Week Wk Ending to for Billing
Transportation Provider LogistiCarej Ending Receipt by LCI | by Provider
. JuyAPDates- =
5127/2004] 4110/2004] 47 $375.00
5/27/2004] 41712004 40 $330.00
5/27/2004] 4/24/2004 33 $1,177.30
6/1/2004] 5/1/2004 31 $12.80
6/1/12004| 4/23/12004 39 $4,528.00
6/7/2004| 4/30/2004 38 $4,659.50
6/7/20604; 5/7/2004 31 $4,582.00
5/2412004] 4/2312004 31 $660.40
6/3/2004] 4/17/2004 47 $3,493.00
6/3/2004! 4/24/2004 40 $6,150.00
6/7/2004] 5/1/2004 37 $2,335.00
6/7/2004{ 5/1/2004 37 $3,120.00
5/2412004] 4/23/2004 31 $426.00
6/712004| 5712004 31 $128.00
6/1/2004| 4/30/2004 32 $64.00
6/1/2004| 4/5/2004 57 $75.00
6/1/2004| 4/12/2004 50 $75.00
6/1/2004| 4/19/2004 43 $75.00
6/4/2004] 5/2/2004 33 $5,127.40]
6/3/2004} 4/30/2004 34 $5,746.40
6/2/2004] 5/1/2004 32 $1,894.20
6/1/2004] 4/16/2004 46 $506.80
6/1/2004] 42372004 39 $558.40
6/1/2004] 4/30/2004 32 $365.60
6/16/2004] 5/15/2004 32 $225.00
6/10/2004] 4/17/2004 54 $1,224.75
6/16/2004| 5/15/2004 32 $6,073.50
6/8/2004| 4/10/2004 59 $234.00
6/8/2004| 5/1/2004 38 $3,535.00
6/17/2004] 4/23/2004 55 $320.20
6/17/2004] 4/30/2004 48 $368.80
6/17/2004] 5/7/2004 41 $419.80]
6/11712004; 51412004 34 $275.40
6/18/2004] 5/1/2004 48 $146.40
6/18/2004; 5/8/2004 40 $70.80
6/18/2004; 5/10/2004 39 $235.10
6/14/2004] 5/14/2004 31 $680.00
6/16/2004] 5/9/2004 38 $398.80
6/16/2004] 5/16/2004 31 $843.10
5/2312004| 5/123/2004 31 $4,676.00
6/23/2004| 5115/2004 39 $4,376.50
6/14/2004{ 511412004 31 $160.00
6/16/2004] 5/15/2004 32 $2,027.23




. AugustAPDates =

612512004

$768.50

4/30/2004 56
6/26/2004] 5/15/2004 42 $4,736.90
71812004} 5/21/2004 48 $5,141.00
718/2004] 5/28/2004 41 $5,232.20
71612004] 5/12/2004 55 $4,540.90
6/2412004] 5/8/2004 47 $5,357.00
6/26/2004] 5/15/2004 42 $6,249.50
6/26/2004] 5/22/2004 35 $4,239.00
7/9/2004] 6/5/2004 34 $3,421.50
7/712004{ 3/25/2004 104 $4,165.00
71712004] 6/5/2004 32 $5,708.50
6/25/2004| 5/22/2004 34 $2,620.00
7/18/2004; 5/25/2004 54 $165.20
6/25/2004] 5/8/2004 48 $1,386.30
6/26/2004] 5/21/2004 36 $600.00
7/6/2004] 6/4/2004 32 $0.00
71612004 5/14/2004 53 $0.00
7/6/12004] 6/5/2004 31 $1,516.20
7/2/2004| 5/8/2004 55 $78.40
718/2004| 6/5/2004 33 $49.20
71612004 6/5/2004 31 $2,662.30
71212004 5/29/2004 34 $1,587.26
6/25/2004] 5M/2004 55 $1,633.00
6/25/2004; 5/8/2004 48 $1,244.00
7/172004) 5/28/2004 34 $622.84
712312004] 6/5/2004 48 $354.25
7/23/2004] 6/12/2004 4 $1,900.90
712312004 6/19/2004 34 $250.09
7/15/2004| 5/2%/2004 47 $5,566.70
7115/2004| 6/5/2004 40 $4,561.20
7/19/2004| 6/12/2004 37 $6,025.60
711412004] 6/12/12004 32 $3,196.00
711412004 6/12/2004 32 $140.00
712212004] 6/4/2004 48 $678.00
712212004} 6/11/2004 41 $967.80
71222004| 6/17/2004 35 $142.00
7/15/2004] 6/5/2004 40 $185.40
711512004, 6/12/2004 33 $390.50
7121/2004) 6/18/2004 33 $676.80
711912004 6M18/2004 31 $0.00
7/2712004| 8M112/2004 45 $256.80
7127i2004| 6/19/2004 38 $461.80
712712004] 6/26/2004 31 $602.20
7115/2004) 6/12/2004 33 $1,620.73
R : : Septem be r APDateS :
8/4/2004| 6/26/2004 39 $725.00
8/4/2004| 71312004 32 $1,025.00
7130/2004] 6/5/2004 55 $224.00
713012004| 6/12/2004 48 $248.90
7/30{2004| 6/19/2004 41 $347.20




7/30/2004} 6/26/2004 34 $313.60|
813/2004] 6/19/2004 45 $6.40
8/312004] 7/3/2004 31 $6.40
8/4/2004] 6/25/2004 40 $316.70
8/4/2004] 71212004 33 $328.40
8/5/2004| 6/4/2004 62 $3,750.00
8/5/2004| 6/11/2004 55 $4,516.00
8/5/2004| 6/18/2004 48 $5,011.00
B/5/2004) 6/25/2004 41 $5,168.00
BI5/2004; 7/2/2004 34 $5,349.00
8/4/2004] 6/26/2004 39 $5,988.00
8/4/2004| 7/3/2004 32 $5,918.80
7/28/2004{ 6/19/2004 39 $94.50

7128/2004| 6/26/2004 32 $95.00
8/9/2004| 7/3/2004 37 $975.00
81212004 6/26/2004 37 $393.90
B/212004| 6/18/2004 45 $27.00]
8/212004] 6/25/2004 38 $587.00
8/2/2004] 7/2/2004 31 $780.00

7/28/2004] 6/20/2004 38 $1,489.80
7/28/2004| 6/27/2004 3 $2,924.20
8/9/2004] 7/9/2004 31 $0.00

7/28/2004| 6/18/2004 40 $1,269.40
7/29/2004| 5/2212004 68 $260.00

7/29/2004] 5/29/2004 61 $270.00]

7/29/2004) 6/5/2004 54 $2,200.00

7/29/2004] 6/12/2004 47 $350.00

712912004} 6/19/2004 40 $2,980.00
7/28/2004| 6/26/2004 33 $3,470.00
8/2/2004] 71212004 31 $218.20
8/4/12004] 71212004 33 $3,949.40
8/2/2004] 6/26/2004 37 $1,604.13
8/M2/2004| 7/3/2004 40 $63.40

8/17/2004| 7/10/2004 38 $5,001.90

8/17f2004) 7TM7/2004 31 $6,308.02

8/12/2004] 7/3/2004 40 $5,759.50
8/16/2004] 7/16/2004 31 $19.10
8/18/2004] 71312004 46 $284.00
8/16/2004| 7110/2004 37 $151.60

8/16/2004| 7/3/12004 44 $239.80
8/1612004| 7/4/2004 43 $1,051.10
8/18/2004| 7/10/2004 39 $19.20]

8/16/2004] 7/11/2004 36 $450.70

8/12/2004| 6/19/2004 54 $540.00
8/12/2004| 6/26/2004 47 $350.00

8/12/2004] 7/3/12004 40 $130.00
8/12/2004| 7/10/2004 33 $80.00
8/198/2004| 6/26/2004 54 $56.00
8/12/2004] 7/10/2004 33 $1,362.40
8/13/2004| 6/27/2004 47 $4,026.00
8M3/2004| 7/4/2004 40 $3,796.00

811312004} 7/11/2004 33 $3,491.00|




8/18/2004| 7/3/12004 46 $98.00
8/18/2004) 7/10/2004 39 $1,263.30
8/18/2004; 711712004 32 $1,656.38




Amount
Approved Late Penalty | Amount
to Pay | Submission| Amount | Paid to
Provider Penalty | Withheld | Provider
$82.80]  10% $8.28]  $74.52
$330.00 10% $33.00] $297.00)
$903.65 10% $90.37] $813.29]
$19.20 10% $1.92]  $17.28
$4,075.70 10% $407.57] $3,668.13}
$4,154.40 10% $415.44] $3,738.96
$4,268.10 10% $426.81] $3,841.29]
$447.20 10% $44.72] $402.48}
$3,008.20 10% $300.82| $2,707.38]
$4,579.10 10% $457.91] $4,121.19|
$1,090.00 10% $109,00] $981.00]
$1,635.00 10% $163.50] $1,471.50f
$676.00 10% $67.60] $608.40]
$128.00 10% $12.80] $115.20]
$43.20 10% $4.32|  $38.88
$75.00 10% $7.50]  $67.50
$75.00 10% $7.50]  $67.50]
$75.00 10% $7.50]  $67.50]
$4,688.10 10% $468.81] $4,219.29]
$4,356.40  10% $435.64| $3,920.76}
$1,337.60 10% $133.76] $1,203.84}
$430.80 10% $43.08] $387.72
$489.10 10% $48.91| $440.19]
$213.00 10% $21.30]  $191.70
$225.00 10% $22.50| $202.50
$300.00 10% $30.00] $270.00]
$5,662.20 10% $566.22] $5,095.98]
$345.40 10% $34.54] $310.86]
$3,613.60 10% $361.36] $3,252.24]
$229.80 10% $22.98] $206.82
$352.80 10% $35.29] $317.61
$413.30 10% $41.33| $371.97
$289.10 10% $28.91| $260.19]
$114.40 10% $11.44| $102.96
$67.80 10% $6.78|  $61.02
$157.60] 10% $15.76] $141.84]
$285.20 10% $28.52] $256.68]
$417.10 10% $41.71] $375.39)
$891.60 10% $89.16] $802.44
$3,949.70 10% $394.97| $3,554.73
$4,198.90 10% $419.89] $3,779.01
$160.00 10% $16.00] $144.00
- $1,507.40 0% $150.74| $1,356.66




$697.70 $69.77| $627.93
$4,300.80 10% $430.08| $3,870.72
$4,552.30 10% $455,23| $4,097.07
$4,755.60 10% $475.56] $4,280.04]
$1,048.00] 10% $104.80] $943.20]
$3,969.50 10% $396.95| $3,572.55
$4,977.00 10% $497.70] $4,479.30
$3,414.60 10% $341.46| $3,073.14
$1,994.30 10% $199.43| $1,794.87
$4,176.00 10% $417.60| $3,758.40]
$5,104.00 10% $510.40] $4,593.60]
$2,445.00 10% $244.50| $2,200.50]
$165.20 10% $16.52] $148.68
$1,557.90 10% $155.791 $1,402.11
$573.40 10% $57.34| $516.06
$1,172.60 10% $117.26| $1,055.34
$180.10 10% $18.01] $162.09]
$1,416.30 10% $141.83] $1,274.67
$78.40 10% $7.84]  $70.56
$65.20 10% $6.52]  $58.68
$2,449.30 10% $244.93] $2,204.37
$1,527.40 10% $152.74| $1,374.66
$1,450.00 10% $145.00| $1,305.00
$1,309.00 10% $130.90] $1,178.10]
$550.20 10% $55.02] $495.18]
$328.25 10% $32.83] $295.43
$1,370.80 10% $137.08] $1,233.72
$215.70 10% $21.57] $194.13
$5,301.30 10% $530.13| $4,771.17
$4,400.20 10% $440.02| $3,960.18
$5,755.00 10% $575.50| $5,179.50|
$3,061.40) 10% $306.14| $2,755.26]
$140.00 10% $14.00]  $126.00]
$595.80 10% $59.58] $536.22
$873.60 10% $87.36] $786.24
$96.80 10% $9.68] $87.12
$169.20 10% $16.92] $152.28
$348.10 10% $34.81] $313.29
$663.20 10% $66.32| $596.88]
$1,224.40 10% $122.44; $1,101.96
$247.80 10% $24.78] $223.02
$431.20 10% $43.12] $388.08
$526.40 10% $52.64] $473.76
I $1,7116.60 $111.66| $1,004.94
$685.00f 10% $68.50] $616.50]
$835.00 10% $83.50] $751.50]
$201.60 10% $20.16] $181.44]
$328.60 10% $32.86] $295.74]
$281.60 10% $28.16] $253.44




$288.80 10% $28.88] $259.92
$9.60 10% $0.96 $8.64
$6.40 10% $0.64 $5.76
$437.20 10% $43.72] $393.48]
$485.35 10% $48.54| $436.82
$3,392.80 10% $339.28| $3,053.524
$3,887.00 10% $388.70] $3,498.30]
$4,076.10 10% $407.61] $3,668.49
$4,630.10 10% $463.01| $4,167.09]
$4,519.40 10% $451.94| $4,067.46
$5,661.10 10% $566.11] $5,094.99]
$5,563.20 10% $556.32| $5,006.88
$213.00 10% $21.30{ $191.70|
$83.00 10% $8.30]  $74.70]
$450.00 10% $45.00) $405.00]
$227.10 10% $22.71]  $204.39
$27.00 10% $2.70]  $24.30|
$396.20 10% $39,62] $356.58
$518.40 10% $51.84| $466.56
$1,129.60 10% $112.96] $1,016.64)
$2,066.50 10% $206.65] $1,859.85]|
$95.30 10% $9.53|  $85.77
$1,185.20 10% $118.52| $1,066.68
$260.00 10% $26.00] $234.00}
$270.00 10% $27.00] $243.00
$2,200.00 10% $220.00] $1,880.00]
$350.00 10% $35.00] $315.00}
$2,980.00 10% $298.00| $2,682.00}
$3,470.00 10% $347.00] $3,123.00]
$209.20 10% $20.92] $188.28
$3,547.65 10% $354.77/ $3,192.89]
$1,127.80]  10% $112.78| $1,015.02
$69.80 10% $6.98| $62.82
$4,739.90 10% $473.99] $4,265.91
$5,785.60 10% $578.56 $5,207.04
$5,060.30 10% $506.03] $4,554.27
$19.10 10% $1.91]  $17.19]
$269.00 10% $26.90] $242.10]
$148.40 10% $14.84] $133.56)
$233.80 10% $23.38] $210.42
$768.40 10% $76.84| $691.56]
$17.60] 10% $1.76]  $15.84]
$417.70 10% $41.77|  $375.93
$171.20 10% $17.12] $154.08
$154.40 10% $15.44] $138.96
$115.20 10% $11.52] $103.68}
$108.80 10% $10.88] $97.92
$49.60 10% $4.96]  $44.64|
$1,302.80 10% $130.28] $1,172.52
$3,850.60 10% $385.06| $3,465.54]
$3,427.60] 10% $342.76| $3,084.84
$3,156.80] 10% $315.68] $2,841.12




$84.00 10% $8.40|  $75.60]
$859.40 10% $85.94{ $773.46
$1,170.40 10% $117.04| $1,053.36
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LogistiCare, Inc.
Where's My Ride & Provider Line:

2004 Week!

i : i Totai Calls | 7 Tatal Calls | Total Calis | - Average . Average Talk | Average Speed| 1% of Calls . 1%, of Calls

Where's My Ride 1 Da “"Received. -} - Answered '] - Abandoned .| Abandon Time S fime 501 Answered -] Abandoned . | - Answered :;
Week Ending 9/4 517 478 38 1:414 2:45 0:43 7.35% 92.46%
Week Ending 911 564 521 43 0:59 1:41 0:46 7.62% 92.38%
Week Ending 918 559 530 28 D:35 2:26 0:37 5.19% 94.81%

Week Ending /25 527 510 17 :48 1:54 0:36 3.23% 95.77‘:&_“_

Monthl_y Total September 2,167 2,038 127 1:01 2:11 0:40 5.86% 94.08%
Week Ending 1012 583 569 18 0:36 1:56 0:18 3.23% 95.77%
Week Ending 1019 480 462 18 ;55 1:42 0:28 3.75% 96.25%
Week Ending 1016 486 478 18 0:51 210 0:32 3.63% 96.37%
Week Ending 10123 490 469 21 0:53 1:49 0:24 4.29% 95.71%
Week Ending 10030 493 488 11 0:53 1:48 0:23 2.20% 97.&9%
Monthly Total October 2,553 2,466 87 0:50 1:52 0:24 3.41% 96.58%
Week Endlng 11/6 480 458 22 2:46 4:16 0:35 4,58% 95.42%
Week Endirg 11113 488 468 21 1:05 2:14 0:22 4.28% 85.71%
Week Ending 11120 5200 502 18 0:30 217 0:32 3.46% 96.54%
Week Ending 14127 403 392 11 1:11 2:04 0:20 2.73% 97.27%
Monthly Total November 1,892 1,820 72 1:23 2:43 0:27 3.81% 96.1%%

Total Calls ||~ Total Calls™ | Total Calls )\ . Average . . Average Talk | Average Speed| % of Calls ™ | % of Calls __

svider Line Date “Raceived £ Answered : ] Abandoned | Abandon Time | 5 Time ] F Answered - | Abandened [ ' Answered .
Week Ending 5l4 387 363 24 0;58 2:12 0:31 6.20% 93.80%
Week Ending 9/11 397 377 28 1:16 1:47 0:41 5.04% 94.96%
Week Ending 818 283 368 24 1:24 1:59 0:25 6.11% 93.85%
Week Ending 925 449 432 17 0:40 1:52 0:21 3.79% 496.21%
Monthly Total September 1,626 1,541 35 1:05 1:58 0:29 5.23% 94.7'{:&
Week Ending 1012 462 452 10 0.48 1:40 0:16 2.16% 97.84%
Week Ending 10/8 506 490 18 0:53 1:42 0:14 2.97% 97.03%
Week Ending 10016 491 468 23 1:25 1:41 0:30 4.68% 95.32%
Week Ending 10123 428 412 17 1:24 1:33 0:17 3.96% 96.04%
Week Ending 10/30 482 452 10 0:42 4:29 0:20 2.16% 97.84%
Monthl_y_“["otal Qctober 2,349 2,274 75 1:02 1:37 0:20 3.19% 96.81%
Week Ending 11/6 4838 469 20 1:45 217 0:34 4.08% 95.91%
Week Ending 1113 413 403 10 0:42 1:19 0:23 2.42% 97.58%
Week Ending 11120 534 525 9 0:28 1:37 0:23 1.69% 98.31%
Week Ending 19127 412 376 [ 0:21 1:45 0:15 1.46% 91.26%
Monthiy Total November 1,848 1,773 45 0:49 1:45 0:23 2.44% 85.94%
12/9/2004

7:19 AM
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1640 Phoenix Boulevard  Suite 200 Atlanta, GA 30348
v: 1800 485 7647 {7706 807 TH98  www logisticare com

November 2, 2004

Mr Robert Knox

Transportation Contract Supervisor
Department of Medical Assistance Services
600 East Broad Street; Suite 1300
Richmond, Virginia 23219

Fax: 804-371-4981

Dear Bob,

Please find enclosed the results of the customer satisfaction survey conducted by the

Center for Research and Public Policy for the Medicaid clients in the Commonwealth of Virginia.
This study was conducted from October 4 through October 7, 2004 to collect client viewpoints and
obtain a stionger awareness of how LogistiCare and the contracted service providers are viewed by
DMA’s clients

For comparative purposes, the survey compares the October 2004 survey to those from May 2004,
September 2003 and March 2003 (Please note that the March 2003 only related to the original
Regions 1, 5 and 6 that LogistiCare served since July 1, 2001 through December 2002 and therefore
has been left off the comparative language in this correspondence).

On a summary level:

» The majority of the Commonwealth clients, 93.8% collectively reported that their needs are
being met either “alwavs” or “most of the time”, This number is statistically unchanged
from 92.8% recorded in May 2004 and 94.8% in September 2003.

Other highlights include:

Satisfaction with Vendor Providers;

¢ The highest transportation provider rating continues to be for “Neat and Clean appearance of
driver” at an average of 95%, as compared to 94% in May 2004 and 93.9% in September
2003. This is the highest rating in this category since surveying began.

e The lowest transportation provider rating was recorded for “arriving on time to pick you up

for your return tip” at an average of 85%, down from 87.2% in May 2004, 90.3% in
September 2003.

Tmpressively, among the over 39% respondents that requested assistance, 99.3% reported that the
assistance was provided during their last medical trip.



Satisfaction with LogistiCare:

 The highest rated characteristic recorded was, once again, “‘courteousness of staff” at 85 8%,
up from 82% in May 2004, and 80.5% in September 2003.

» The lowest rated characteristic recorded was “Amount of time placed on hold when calling
LogistiCare. ..to complete a transaction” at an average rating of 79.1%, up from 78.6 % in
May 2004 and 72.1 % in September 2003. Although still low, this is the third consecutive
improvement in this category and we will continue to focus our management attention on
this performance indicator

LogistiCare is very pleased to have received its highest rating ever for overall satisfaction, 82.1%.
as compared to 80 4% in May 2004 and 77.1 % in September 2003. Aggain, the third consecutive
improvement in overall rating. However, we also recognize that there are areas for improvement.
In particular, we took note of the 16 7% dissatisfaction rate with the franslation line services.
Although upon further review, this statistic represented only one response out of a total pool of 6
survey respondents. In fact, the response was not critical of the actual translation services but,
rather, was in regard to a poor line connection. LogistiCare will keep monitoring this subcontractor
to assure that the best performance is being achieved

In an open-ended survey question, the recipients were asked where improvements could be made.
“More prompt drivers” and “More polite drivers” were listed as the overwhelming area of suggested
improvement. This is somewhat in conflict with the high ratings scored for overall vendor and
driver satisfaction but remains an area of ongoing education and encouragement in our interaction
with the provider community

I hope that you find this comparative CRPP survey informative and helpful. As always, I am
available to discuss these findings at your convenience. LogistiCare finds these studies very
insightful and productive in focusing our management and will be sharing these with Call Center
and regional office employees. If you have any questions, do not hesitate to call me at 770-907-
7590, ext. 457.

B egeirds

Albert Cortina

Chief Operations Officer
Ce: Patrick Finnerty, Cheryl Roberts, Brian Tomlinson, lohn L Shermyen, Freda Smith, Chuck Wolle
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November 2, 2004

Mr Robert Knox

Transportation Contract Supervisor
Department of Medical Assistance Services
600 East Broad Street; Suite 1300
Richmond, Virginia 23219

Fax: 804-371-4981

Dear Bob,

Please find enclosed the results of the customer satisfaction survey conducted by the

Center for Research and Public Policy for the Medicaid clients in the Commonwealth of Virginia.
This study was conducted from October 4 through October 7, 2004 to collect client viewpoints and
obtain a stronger awareness of how LogistiCare and the coniracted service providers are viewed by
DMA’s clients.

For comparative purposes, the survey compares the October 2004 survey to those from May 2004,
September 2003 and March 2003 (Please note that the March 2003 only related to the original
Regions 1, 5 and 6 that LogistiCare served since July 1, 2001 through December 2002 and therefore
has been left off the comparative langnage in this correspondence).

On a summary level:

» The majority of the Commonwealth clients, 93.8% collectively reported that their needs are
beine met either “always” or “most of the time”, This number is statistically unchanged
from 92.8% recorded in May 2004 and 94 8% in September 2003.

Other highlights include:

Satisfaction with Vendor Providers;

e The highest transportation provider rating continues to be for “Neat and Clean appearance of
driver” at an average of 95%, as compared {0 24% in May 2004 and 93.9% in September
2003. This is the highest rating in this category since surveying began.

» The lowest transportation provider rating was recorded for “arriving on time to pick you up
for your return trip” at an average of 85%, down from 87.2% in May 2004, 90.3% in
September 2003

Impressively, among the over 39% respondenis that requested assistance, 99.3% reported that the
assistance was provided during their last medical trip.



Satisfaction with LogistiCare:

« The highest rated characteristic recorded was, once again, “courteousness of staff” at 85 8%,
up from 82% in May 2004, and 80.5% in September 2003.

» The lowest rated characteristic recorded was “Amount of time placed on hold when calling
LogistiCare. . to complete a {ransaction” at an average rating of 79.1%, up from 78.6 % in
May 2004 and 72.1 % in September 2003. Although still low, this is the third consecutive
improvement in this category and we will continue to focus our management attention on
this performance indicator

LogistiCare is very pleased to have received its highest rating ever for overall satisfaction, 82.1%.
as compared to 80.4% in May 2004 and 77.1 % in September 2003. Again, the third consecutive
improvement in overall rating. However, we also recognize that there are areas for improvement
In particular, we took note of the 16 7% dissatisfaction rate with the translation line services
Although upon further review, this statistic represented only one response out of a tota] pool of 6
survey respondents. In fact, the response was not critical of the actual translation services but,
rather, was in regard to a poor line connection LogistiCare will keep monitoring this subcontractor
to assure that the best performance is being achieved.

In an open-ended survey question, the recipients were asked where improvements could be made.
“More prompt drivers” and “More polite drivers” were listed as the overwhelming area of suggested
improvement. This is somewhat in conflict with the high ratings scored for overall vendor and
driver satisfaction but remains an area of ongoing education and encouragement in our interaction
with the provider community

I hope that you find this comparative CRPP survey informative and helpful. As always, I am
available to discuss these findings at your convenience. LogistiCare finds these studies very
insightful and productive in focusing our management and will be sharing these with Call Center
and regional office employees If you have any questions, do not hesitate to call me at 770-907-
7596, ext. 457.

B egards,

/i

!"’ ~ (,a-(_.
Albert Cortfina

Chief Operations Officer
Ce: Patrick Finnerty, Cheryl Roberts, Brian Tomlirson, John 1. Shermyen, Freda Smith, Chuck Wolfe




STATEMENT OF CONFIDENTIALITY AND OWNERSHIP

All of the analyses, findings, data, and recommendations contained within
this report are the exclusive property of LogistiCare with corporate
headquarters located in College Patk, Georgia.

As required by the Code of Ethics of the Nauonal Council on Public Polls
2nd the United States vaacy Act of 1974, The C. enter for Research & Public
Policy maintains the anonymity of respondents to surveys the firm conducts.
No information will be released that might, in any way, reveal the identity of
the respondent.

Mozeover, no information regarding these findings will be released without
the express written consent of an authorized representative of LogistiCare.
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INTRODUCTION

The Center for Research & Public Policy (CRPP) is pleased to present the results to a
Customer Satisfaction Study designed to assist LogistCare in understanding the levels of
service setisfaction among DMAS clients

The study included a telephone survey among DMAS clients who currently live in Virginia

This report summarizes statistics collected from a telephone survey adrninistered October 4
through October 7, 2004

LogistiCare commissioned this study to independently and objectively collect views on
service provided to DMAS clients by both LogistiCare and its transportation vendors

Areas for investigation within this report included:

Service utilization history

Public transit and travel habits for non-medical use
Satisfacion with LogistiCare

Transportation vendor satisfaction

Awareness of program requirements

Perceptions of degree LogistiCare meets client needs, and

VVVVYVYY

Demographics

Sectian IT of this report discusses the methodology used in the study while Section I
includes highlights based on an analysis of the findings. Section IV is a summary of findings
while Section V is an appendix containing the survey instrumeat, and composite aggregate
data for DMAS clients

LOGISTICARE Page 3
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METHODOLOGY

Using 2 quantitative research design, CRPP completed 401 interviews with DMAS clients
currently living in Virginia. All interviews were conducted October 4 through October 7,
2004.

The telephone sample was generated by LopistiCare staff. After providing sample frames,
CRPP created an Nth name stratified sample to ensure randomness

Training of the researchers and a pre-test both occurred during the first night of fielding.

All telephone interviews were conducted from CRPP headquarters located in Trumbull,
Connecticut. Research was copducted primarily during the hours of 5:00 p.m. and 9:00 p.m-
weekdays and 10:00 am. and 4:00 p m. on weekends.

Survey design at CRPP is a careful, deliberative process to easure fair, objective and balanced
surveys. Staff members, with years of survey design experience, edit any bias. Furthermore,
all scales used by CRPP (either numere, such as one through ten, or wording such as
strongly agree, somewhat agree, somewhat disapree, or strongly agree) are balanced evenly.
And, placement of questions is carefully accomplished so that order has no impact.

All facets of the Customer Satisfaction Study were completed by CRPP researchers and
senior staff. These aspects included:

Survey design

Sample stzatification
Pre-test

Fielding

Editing

Coding

Computer programming
Analysis, and

Report preparation.

YYVVVYVYVYY

Statistically, a sample of 401 completed telephone interviews represents an accuracy level of
+/-5 0% 2t the midpoint of a 95% confidence level

In theory, 2 sample survey of DMAS clients would differ no more than +/-5.0% than if all
clients were contacted and included in the survey.

That is, if random probability sampling procedures were reiterated over and over again,
sample results may be expected to approximate larger population values within plus or
minus +/-5.0%.

LOGISTICARE Page 4
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HIGHLIGHTS

>

*

Y

OnN VENDOR SATISFACTION...

October 2004 respondents provided vendors with an average positive rating of
90.8% based on six different characteristics measured - “peat and clean
appearance of driver,” “condition of the vehicle,” “driver was courteous,”
“arriving on time for your appointment,” “artiving on time to plck you up for
your return trip,” and “having company ID visible on the vehicle.” While this
number is statistically unchancred from 89.5% recorded previously in May, it is
down slightly from 92.2% recorded in September 2003 and also 86.2% recorded in
March 2003,

Among the six characteristics measured, the highest positive rating was recorded
for “neat and clean appearance of driver” (95 2% in October 2004) - up from
94.0% recorded in May 2004, 93.9% recorded in September 2003, and 91.6% in
March 2603.

Among the six characteristics measured, the lJowest positive rating was recorded
for “arnvmcr on time to pick you up for your return trip” (85.0% in October 2004)
~ down from 87.2% in May 2004, 90.3% in September 2003 and statistically
unchanged from 84.7% recorded in March 2003.

Impressively, among those respondents (38.7%) requesting assistance or help
getting to the car or to the door, the clear majority, 99.3%, report the assistance
being provided by the driver during their last medical trip.

ON SERVICE UTILIZATION...

The majority of respondents continue to report the top three following modes of
transportation for nse to their last medical appointment: “van® (48.9%), “taxi”
(17.7%) and “wheelchair van” (13.7%).

The number of respondents who cortectly recalled the company pame of the
vendor used for transportation to their last medical appointment was 72.0% in
October 2004. This number is down from 79.9% recorded previously in May
2004, 82.7% collected in September 2003 and up from 57.6% recorded in March
2003,

ON PUBLIC TRANSIT AND NON-MEDICAU TRAVEL HABITS...

>

While only a few respondents (2.5% or 10 respondents) reported actually riding
the bus in 2004, the majority continue to report the bus schedule is either “very
convenient” or “somewhat convenient.”

LoGISTICARE Page 5
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Imporstantly, among all bus riders, only half report the bus pass did arrive in time
for use during the medical trip.

“Friends or relatives” continue to be cited most frequently as the source of
transportation used by clients for non-medical transportation. ‘This npumber
moved to 70.6% in October 2004 from 63.1% recorded previously in May 2004,
73.1% in September 2003 and also 66.8% reported in March 2003.

ON AWARENESS. ..

>

The percent of respondents aware they must call LogistiCare 48 houts in advance
to schedule a routine appointment (not including Saturdays, Sundays, and
holidays) moved to B7.3% in October from 83.0% recorded previously in May
2004, 88.0% recorded in September 2003 and also 94.3% who reported the same in
March 2003.

The number of sespondents reporting awareness that they must call
transportation at least 24 hours in advance when deciding to cancel an
appointment is also 87.3% in October 2004, This number is up from 81.3%
recorded in May 2004, 81.0% in September 2003, and also 80.5% in March 2003).

ON SATISFACTION WITH LOGISTICARE...

)

October 2004 respondents provided LogistiCare Staff with an average positive
rating of 82.1% based on five different characteristics measured: “courteousness
of staff,® “dme it took to complete your transaction,” “ease of malking
transportation reservations,” “helpfulness of staff,” and “amount of time placed
on hold when calling a LogistiCare representative in order to complete a
transaction.” This number is up slightly from 80.4% recorded in May 2004, 77.1%
in September 2003, and 81.3% recorded in March of 2003.

Of the five characteristics measured, the highest positive rating was once again
recorded for “courtecusness of staff? with a positive rating of 85.8% in October
2004. This number is up slightly from 82.0% recorded in May 2004, 80.5%
recorded in September 2003 and 83.8% in March 2003.

The lowest positive rating continues to be recorded for “amount of time placed
on hold when calling LogistiCare in otder to complete a trapsaction” with a
positive rating of 79.1% in October 2004. This number is up slightly from 78.6%
recorded previously in May 2004, 72.1% recorded in September 2003, and
consistent with 79.1% in March 2003.

OnN MEETING NEEDS...

=

Notably, those Virginia LogistiCare clients reposting their needs are being met
either “always” or “most of the time” is 93.8% in October 2004. This number is
statistically unchanged from 92.8% recorded in May 2004, 94.8% in September
2003 and up from 84.8% recorded back in March of 2003.

LOGISTICARE Page 6
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SUMMARY OF FINDINGS

Readers are reminded that this section summarizes the statistics collected from 2 random
sample of DMAS clients currently living in Virginia

The following presents a summaty of results to the susvey among Virginia DMAS clents.
All respondents interviewed reported to researchers that they had, in fact, traveled recently
to a medical appointment and utlized LogistiCare services. Where like questions exist,
cesults from research conducted in March 2003, September 2003 and May 2004 are also
presented side by side for comparison.

SERVICE UTILIZATION

All respondents were asked if they themselves had made the telephone call to establish an
appointment for medical transportation. All respondents reported to researchess that they
did in fact make the appointment ejther “themselves” (35.4%) or “had a friend or relative
malke the appointment” for them (64.1%).

Respondents wese asked: “Which of the following represeuts the transportation you nsed for your
Jast medical appointument?”

The following table presents the results as collected.

Transportation Type B ‘ Mar. - Sep. May Oct.
2003 2003 2004 .. | 2004
Taxi 51.9% 33.7 23.2 17.7
Van 14.0 34.9 48.9 .48.9
Drove self 13.5 9.7 72 | 92
Ambulance 8.2 2.7 2.0 4.0
Wheelchair van 6.5 137 i5.5 13.7
Other 52 3.5 2.2 4.0
Public transit (bus) 0.7 0.7 1.0 2.5
LOGISTICARE Page 7
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Respondents who did not drive themselves to their appointment or use public transit, were
asked: “Do_you recall the name of the company providing the lranportation Jor your most recent
medigal trip?”’

A majority of respondents, 72.0% correctly recalled and identified the transportation vendor
used, while another 10.7% of 2004 respondents incorrectly recalled the vendor used

Remaining respondents, 17 2%, reported to be “unsure”™

The results are also presented in the chart below

Vendor Recall

Correct Incorrect Don't Know

B Mar. 2003 [18ep- 2003 & May. 2004 M Oct. 2004

LOGISTICARE Page 8
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PuUBLIC TRANSIT AND NON-MEDICAL TRAVEL HABITS

Respondents who reported using the bus for transportation (2.5% or 10 respondents) were
asked: “Plase think about yaur wait for the bus on_your recent medical irip. Wonld yos vay the
bits schedule was very convenient, somewhat conveniont, somewhat inconvensent, or not at all
convenienté”

Among the respondents who reported riding the bus, 90 0% continue to teport the bus
schedule is either “very convenient” (80.0% or B respondents) or “somewhat convenient”
{(10.0% ot 1 respondent)

Bus riding respondents (2.5%) were asked: “Diéd your bus pass for your medical care Irip arrive
i the mail in time for you fo use tf¢”

As the chart below presents, 50.0% of 2004 respondents indicate theix pass did arrve on
tdme

Did bus pass arrive on time?

Yes No Don't know

M Mar. 2003 O Sep. 2003 B May. 2004 H Oct. 2004

Bus riders were also asked: “dre yon aware that you are able fo nse your bus pass for trips other
than medical reasons?”

Aware that buss pass may be used for | Mar. Sep. May - Oct.
trips other than medical reasons? N=, N=, N= N=10
Yes 66.7% 33.3 75.0 .30.0
No 33.3 33.3 25.0 50.0
Dorn’t know/Unsuze — 33.3 — 20.0
LOGISTICARE Page 9
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In an effort to collect additional transportation habits, all respondents were asked the
following question: “WWhat type of transportation do yon nsually take to non-medical locations vuch
as shopping, chureh or work?”

The table below preseats the results collected

Non-Medical Transportation Mar. Sep. May Oct.
. 2003 2003 2004 2004
A friend or relative 66.8% 73.1 63.1 70.6
Drive self 11.7 8.5 4.2 0.7
Cab/Tax 8.7 8.7 6.0 4.2
Other . 4.5 5.5 16.5 19.0
Public tragsportation 3.5 3.7 5.7 2.7
None 3.2 — - o
Don’t know/Unsure 1.5 0.5 4.5 2.7

Transportation for non-medical trips?

Friend Self Taxi Other Bus

B Mar. 2003 [1Sep. 2003 May. 2003 B Oct. 2004

LOGISTICARE Page 10
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VENDOR SATISFACTION

The following section includes ratings for sexvice provided by LogistiCare’s non-emergency
transportation vendors.

Six characteristics were rated by respondents who used 2 scale of one to ten where poe was
very good and ten was very poor. The cumulative positive ratings of one through four
(positive) are presented in the following table These are overall ratings for all vendors
utilized by DMAS clieats in Virginia

Vendor Characteristics Rated Mar. Sep. May Oct.
2003 2003 2004 2004
Neat and clean appearance of driver 91.6% 93.9 94.0 95.2
Condition of the vehicle 91.0 93.3 91.3 .93.8
Driver was courteous 91.0 95.8 92.1 94.1
Azriving on time for your appointment 85.6 93.3 90.2 89.5
An:iving‘ on time to pick you up for your 847 903 872 850
return trHp
Hav:mg company 1D visible on the 734 86.6 823 87.0
vehicle

Average Positive Rating  ~ 86.2 92.2 89.5 | 90.8

Respondents who provided poor ratings for vehicle condition (1.7% oz 7 respondents) were
asked to report, more specifically, what was wrong with the vehicle used for the tuip

Those providing a response included: “unclean/smelled like smoke” (429% or 3
respondents), “unclean/poor condition” (28 6% ot 2 respondents), “chair lift doesn’t always
work” (14 3% or 1 respondent), and “old vehicle” (14.3% or 1 respondent).

Respondents were then asked a number of questions about the performance of their drver
on the job. The following percentages represent those providing a “yes” response to any of
the questions asked throughout the sedes

Did the driver... Mar. 03* | Sep. 03’ | May 04’ | Oct. 04
(Yes) (Yes) (Yes) (Yes)
Drive safely? 97.0% 95.5 92.7 94.1
Drive lepally? 91.0 95.3 905 92.7
Smoke? 5.7 1.4 3.3 1.7
Eat? 3.6 1.4 3.3 1.4
Wear head phones? 1.8 0.6 1.9 2.0
Drinkr 1.8 3.3 2.4 2.5
Did you request assistance or help getting 335 40.7 492 38.7
to the car or to the door?
Was this assistance provided? 938 1000 96.1 993
{among, 38.7% requiring assistance)

LOGISTICARE Page 11
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SATISFACTION WITH LOGISTICARE

All respondents were asked to rate the job of the LogistiCare Staff on five different

characteristics

Each respondent was zsked to use a scale of one to ten where one represented very good
and ten was very poor. IThe following table presents the characteristics measured and the
cumulative totals for ratings of one through four (positive).

LogistiCare Characteristics Mar. Sep. May Oct.
2003 2003 2004 2004

Courteousness of staff 83.8% 80.5 82.0 85.8
Time it took to complete your B2.3 71.8 803 818
trapsacion
Ease of making transportation 80.5 75.3 80.0 81.0
resetvations
Helpfulness of staff 80.5 79.8 81.0 B2.8
Arnount of time placed on hold when 791 721 78.6 79.1
calling a LogistiCare representative in
order to complete a transaction

‘ 1.3 821

Average Positive Rating

7T

50.1

The chart located below presents the 2004 average positive rating as compared with averages

collected int early 2004 as well as those collected in 2003.

Average Positive Rating

Mar. 2003
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May. 2004

Oct. 2004
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AWARENESS

Two statements were read by tesearchers to each respondent Bach respondent was asked if
they were very aware, somewhat aware, somewhat unaware, or not at all aware of each
statemnent as it was read.

The following are the cumulative totals for those reporting to be either “very awaze” or
“somewhat aware” of each statement.

Sratements Mar. Sep. May Oct.
. 2003 2003 2004 2004
For routine appointments, you need to 94 3% 88.0 83.0 87.3

call at least 48 hours in advance not
including Saturdays, Sundays, and
Holidays.

You must contact transportation at least 80.5 81.0 813 87.3
24 hours in advance when deciding to
cancel an appointment.

Aware you need to...

94.3 88 87.3 813

,.f'm%‘: e :
Very/Somewhat ~ Very/Somewhat  Very/Somewhat Very/Somewhat
Aswvare - Mar. 2003 Awate - Sep. 2003 Awase - May 2004 Aware ~ Oct. 2004

H Call 48 hours in advance {1 Call 24 hours in advance to cancel

LOGISTICARE Page 13
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MEETING NEEDS

Respondents were asked: “Wonld you say the traniporation iervice provided by the State and
LogistiCare meets your needs always, most of the time, seldons or never?”

The large majority of respondents, 93 8%, coatinue to report their needs are being met by
the State and LogistiCaze either “always” (60 6%) or “most of the time” (33 2%a}.

The chart below presents the results for 2003 and 2004

Needs being met...

Always Most of the time Seldom Never

Bl Mar. 2003 [I5ep. 2003 ElMay. 2004 H Oct. 2004

LOGISTICARE Page 14
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A section closing open-ended format question asked those respondents who felt needs were
met only “seldom” or “never” how service could be improved to meet needs more often.

The table below presents the results collected for 2003 znd 2004

How could service be improved? Mar, 03" | Sep. 03 | May 04 | QOct. 04
. , N=36 =10 N=21 N=18

Change 48 hour rule (what about 19.4% e 4.8 —
emezgenciesr)
More communication 16.7 - - —
More deperidable drivers 16.7 o 9.5 o

" Moze assistance — tespondents don’t use 111 e - -
transportation as much becavse
someone must travel with them
More insurance plans that cover 83 e - -—
transportation — respondents are unable
to take transportation any longer due to
a change in their coverage
Deal directly with transportation 56 - — -
company
Make it easier to get through on the 56 - 95 11.1
phone/difficult to make an
appointment
More patient phone reps 5.6 - — —
More polite duvers 2.8 — 9.5 22.2
Better follow-up/return phone calls 2.8 10.0 — 5.6
Motre prompt drivers/show up on time 2.8 50.0 42.9 389
Solve communication problems 28 -— — o
between LogistiCare and transportation
companies
More timely reimbursement payments — 30.0 - -
Provide air conditioning in vehicles - 10.0 - —
Hive more drivers/no drivets available — - 14.5 —
Larger vehicles/safer vehicles - - 4.8 11.2

1.OGISTICARE Page 15
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DEMOGRAPHICS

Reason for medical trip? Mar. Sep. May Oct.
2003 20603 2004 2004
Dialysis 4.7% 20.5 14.7 26.7
Mental retardation services 1.5 .30 12.5 11.5
Mental health services 8.5 i5.5 12.2 . 85
Routine medical appointment 59.4 355 33.2 36.7
Daycare — - 10.0 8.7
Other 244 253 16.2 6.0
Race? Mar. Sep. May Oct.
2003 2003 2004 2004
White 71.8% 42.4 409 43.4
African American 18.5 521 45.6 51.1
Asian 02 0.5 1.2 0.2
American Indian 2.2 0.2 — 0.2
Other 0.2 32 1.2 1.0
Refused 1.0 1.5 2.0 4.0
Have you ever utilized the translation Mar, Sep. May Oct.
phone service? - 2003 | 2003 2004, 2004
Yes i.5% 0.5 2.0 1.3
No 97.3 09.3 97.0 98.0
Don’t know/Unsure 1.2 0.2 1.0 0.8
Satisfaction with trapslation phone Mar. Sep. May Oct.
service? 2003 2003 2004 2004
Very satisfed 100.0% 50.0 75.0 50.0
Somewhat satisfied — 50.0 25.0 33.3
Somewhat dissatisfied - — — —-
Mot at all satisfied — — — 16.7
Toral satisfied 100.0 100.0 100.0 833
Toral dissatisfied e B oren 167
LOGISTICARE Page 16
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Age? Mar. Sep. May Oct.
2003 2003 2004 2004
Less than 18 (Swrvey answered by adult 92% 80 30 30
for child)
18 to less than 25 4.7 8.5 11.0 6.7
25 o less than 35 7.2 12.0 12.2 14.7
35 to less thamn 45 14.7 19.2 292 15.2
45 to less than 55 20.4 20.4 15.5 17.0
55 to less than 65 15.0 16.0 13.2 15.5
65 to less than 75 14.7 9.2 B.7 9.5
75 or older 14.0 6.0 6.5 12.0
Refused e 0.7 0.7 6.5
Gender Mar. Sep. May Oct.
2003 2003 2004 2004
Male 41.9% 26,7 426 45.1
Female 58.1 63.3 57.4 54.9
LOGISTICARE Page 17

The Center for Revearch & Prublic Policy



APPENDIX

INTERPRETATION OF AGGREGATE RESULTS

The computer processed data for this survey is presented in the following frequency
distributions. It is important to note that the wordings of the variable labels and value labels
in the computer-processed data are largely abbreviated descriptions of the Questionnaire
items and available response categories.

The frequency distributions include the category or response for the question items.
Responses deemed pot apptoprate for classification have been grouped together under the
“Other” code.

The “NA” category label refers to “No Answer” or “Not Applicable” This code is also
used to classify ambiguous responses. In addition, the “DK/RF” category includes those
respondents who did not know their answer to a question or declined to answer it. In many
of the tables, a group of responses may be tagged as “Missing” — occasionally, certain
individual’s responses may not be required to specific questions and thus are excluded.
Although when this category of response is used, the computations of percentages are
presented in two (2) ways in the frequency distibutions: 1) with their inclision (as a
proportion of the total sample), and 2) their exclusion (as a proportion of a sample sub-
group)-

Each frequency distribution includes the absolute observed occurrence of each respense (ie
the total number of cases in each category). Immediately adjacent to the right of the columa
of absolute frequencies is the column of relative frequencies. These ate the percentages of
cases falling in each category response, including those cases designated as missing data. To
the right of the relative frequency column is the adjusted frequency distribution column that
contains the relative frequencies based on the legitimate (1e. non-missing) cases. That is, the
total base for the adjusted frequency dismibution exchudes the missing data. For many
Questionnaire items, the relative frequencies and the adjusted frequencies will be nearly the
same. However, some items that elicit a sizable mumber of missing data will produce quite
substantial percentage differences between the two columnns of frequencies. The meticulous
analyst will cautiously consider both distrbutions.

The last column of data within the frequency distibution is the cumulative frequency
distibution (Cum Freq). This cohumn is simply an adjusted frequency distribution of the
sum of all previous categories of responses and the current category of response. Its
primary usefulness is to gauge some ordered or ranked meaning.

LOGISTICARE Page 18
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THE CENTER
FOR RESEARCH

LOGISTICARE

Virginia Customer Satisfaction Survey

2004

Researchern Date:

Time start: CB:

Time end: Supervisor:

Hello. My name is . I am =z research assistant at The Center for Research & Public

Policy. We are talldng today with people in Virginia about the Medicaid medical transportation you
receive from the State and LogistiCare, We are interested in learning how satisfied you are with the
transportation service provided and the people who assist you when you need transportation.

1. Our records indicate that you recently traveled to 2 medical appointment. Is this correct?
01 Yes (Continue)
02 No (Thank and Terminate)

2. Do you recall who made that particular appointment over the phone? Was it...
01 Yourself (Continue)
02 Frend or relative (Continue)
03 Other (Thank and terminate)

3. Which of the following represents the wanspoztation you used for your last medical
appointment?

01 Drove yourself (Go to Q 24)

02 Public transit/bus (Go to Q 5 - bus section)

03 Taxi (livery) (Continue)

04 Ambulance (Continue)

05 Van (Continne)

06 Wheelchair Van (Continue)

07 Other: ‘ (Continue)

4. Do you recall the name of the company providing the transportation for your most recent
medical trip?
01 Cortect (See vendor on sample & record here: Y (Go1to Q9)
02 Incorrect (Record name heze: Y (Gotwo Q9)
03 DK /Unsure (Go to Q 9)

The Center for Research & Public Policy
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A. BUS SECTION

5. Please think about your wait for the bus on your recent medical trip. Would you say the
bus schedule was. .

01 Very convenient, (Go to Q 7)

02 Somewhat convenient, (Go to Q 7)

03 Somewhat inconvenient, or (Continue)

04 Not at all convenient (Continue)

05 DK /Unsure (Continue)

6. Please tell me why?

7. And, did your bus pass for your medical care trip arrive in the mail in time for you to use it?
01 Yes
02 No
03 Not Applicable
04 DX /Unsure

8. Are you aware that you are able to use your bus pass for trips other than medical reasons?
01 Yes (Go to Q 24)
02 No (Go to Q 24)
03 DK /Unsute (Go to Q 24)

The Center for Research & Public Policy

2

e




B. DRIVER & VENDOR SATISFACTION

Now, I have a few questions about the diver and the company that actually picked you up on your
most recent medical fransportation trip.

Please use a scale of one to ten whete one is very good and ten is very poot as you rate the driver
and their company on 2 number of very important characterstics

Driver/Vendor Characteristics VG ‘ VP DK NA

9. Driver was courteous 01 02 03 04 05 06 07 08 09 10 11 12
10. Neat and clean appearance of 01 02 03 04 05 06 07 08 09 10 i1 12
driver .

11. Having the company name 01 02 03 04 05 06 07 08 09 10 11 12
visible on the vehicle _

12. Arriving on time for your 01 02 03 04 05 06 07 08 09 10 11 12
appointment

13. Arriving on time to pick you 01 02 03 04 05 06 07 08 09 10 11 12
up for your return wip

14. Condition of vehicle 01 02 03 04 05 06 07 08 09 10 11 12

{Researchers: Answer Q15. Only if there is a negative response of 07/08/09/ to Ql14)
15. What was the matter with your transportation?

During your most recent medical transportation tdp did your driver

Chagagteristic = Yes " No DK
16. Drive safely 01 02 03

17. Drive legally 01 02 03

18. Smoke 01 02 03

19. Drink 01 02 03

20. Hat 01 02 03

21. Wear Head Phones 01 02 - 03

22. Did you request assistance or 01 02 03

help getting to the car or to the door? (Go to Q24) (Go to Q24)
23. Was this assistance provided? 01 02 03

The Center for Research & Public Policy
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C. LOGISTICARE SATISFACTION

Now, I am going to ask you several questions about the staff at LogistiCare when you called the
number provided by the State to make reservations for medical transportation services

1 am going to ask you to rate the job that the staff at LogistiCare is doing on a number of important
characteristics. Again, please us a scale of one to ten where one means very good and ten means

very poot.
LogistiCare Characteristics =~ VG VP DK NA
24, Answerng your callpromptly 01 02 03 04 05 06 07 08 09 10 1t 12
25. Amount of dme placed on 01 02 03 04 05 06 07 08 09 10 11 12
hold while speaking to a
LogistiCaze representative in
order to complete the transaction
26. Ease of making 01 02 03 04 05 06 07 08 09 10 11 12
trapsportation reservations _
27. Helpfulness of staff 01 02 03 04 05 06 07 08 09 10 11 12
28. Courteousness of staff 01 02 03 04 05 06 07 08 09 10 11 2
29. Time it took to 01 02 03 04 05 06 07 08 09 10 11 12

complete your transaction

D. AWARENESS/LOGISTICS

Please tell me how aware you are of the following. After I read each, please tell me if you are very

aware, somewhat aware, somewhat unaware ot not at ali aware.

Swemens VA SA SU NAAA DE
30-' For routine appointments, you need to call at least 48 7

hours in advance not including Saturdays, Sundays, and 01 02 03 04 05
Holidays.

31. You must contact transportation at least 24 hous in 01 02 03 04 05

advance when deciding to cancel an appointment?

E. NEEDS MET

32. Would you say the transportation service provided by the State and LogistiCare meets your

needs .
0t Always (Go to Q 34)
02 Most of the ime (Go to Q 34)
03 Seldom; or (Continue})
04 Never {(Continue)
05 DK/Unsure (Go to Q 34)

The Center for Research & Public Policy
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33. Please tell me how service could be improved to meet your needs more often?

E. DEMOGRAPHICS

34. Please tell me which of the following best describes the reason for most of your medical
transportation trips

01 Dialysis

02 Mental retardation services

03 Mental health services

04 Routine medical appointments

05 Other {specify here: )

06 DI /Unsure

35. Please tell me your race

01 White

02 African American

03 Asian

04 American Indian; or

05 Other (Specify here: b
06 RF

36. Please tell me if you have ever utilized the translation phone service provided by LogistiC are?
01 Yes (Continue)
02 No (Go to Q 39)
03 DI/ Unsure (Go to Q 39)

37. Please tell me how satisfied you were with the translation phone service provided by
LogistiCare? Would you say .

01 Very satisfied (Go to Q 39)

02 Somewhat satisfied (Go to Q 39)

03 Somewhat dissatisfied (Continue)

04 Not at all satisfied (Continue)

05 DI /Unsure (Go to Q 39)

38 Please tell me why you weze dissatisfied?

The Center for Research & Public Policy
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39 Please tell me which of the following categories best describes your age? Would you say -

0
02
03
04
05
06
07
08
09

Tess than 18

18 to less than 25
25 to less than 35
35 to less than 45
45 to less than 55
55 to less than 65
G5 to less than 75
75 or older
Refused

40. What type of transportation do you usually take to non- medical locations such as shopping,

church or work?
01
02
03
04
05
06

Friend or relative
Public transportation
Cab or taxi

Drive self

Other:

DX /Unsure

’I'hose are all the questions I have for you at this time.
I vwant to thank you for taking part in this important survey!

41. Gender by observation.

01
02

Male
Female

Researcherst DO NOT READ

42. Code from Sample:

01
02

Virginia Medicaid
Medallion 11

The Center for Research & Public Policy
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Frequencies

!
i
|
| |
Virginia Logisticare Composite Data 10.04

1. Recently traveled to a medical appt
Vaiid Cumulative
Freguency | Percent Percent Percent
Vaiid {1 Yes 401 100.0 100.0 100.0
Tolai 401 100.0 100.0
Total 401 100.0
2. Recall who made appt
Valid Cumulative
Frequency | Percent Percent Percent
Valid | 11 Yourself 142 35.4 35.4 35,4
2Frend/ 257 64 1 64.1 99 5
3 Other 2 5 5 100.0
iTolal - 401 . 100.0 100.0
Total | 401 100.0
|
i 3. Transporiation used for last medical appt
i
i Valid Cumuiative
| Frequency | Perceni Percent Percent
Valid Joﬂgﬁ 37 02 92 92
2 Public
thansit / bus 10 25 25 11.7
3 Taxi 71 17.7 17.7 29.4
§ Ambulance 18 40 4.0 33.4
8 Van 196 48.8 48.9 g2.3
& Wheelchair
v].aa 55 137 137 860
7 Other 16 4.0 4.0 100.0
Total 401 100.0 100.0
Total | 401 100.0
4. Recall name of company
Vaiid Curmulative
Frequency { Percent Percent Percent
Valid 1 Correct 2558 53.6 72.0 72.0
2 Incorrect 38 8.5 10.7 a2.8
3DK 51 15.2 17.2 100.0
Total 354 8B.3 100.0
Missing | System
Missing 47 1.7
Total 47 1.7
Total 401 100.0
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5. Bus schedule was ..

Valid Cumulalive
Frequency | Percent Percent Percent
Valid it Very
!mmmem 8 20 80 ¢ 800
2 Somewhat
convenient ! 2 100 900
3 Somewhat
nconvenient ! 2 10.0 1000
Fotal 10 2.5 100.0
Missing | System
Missing 391 975
Total 391 97.5
Total 401 100.0
6. Tell me why
§ Valid Cumutiative
! Freguency | Percent Percent Percent
Valid | 2 Notas )
frequent 1 2 1000 1000
Total 1 2 100.0
Missing i System
| Missing 400 998
: Total 400 99.8
Total | 401 100.0
] [y
7. Did bus pass arrive in fime for you to use It
Valid Curnlative
. i Frequency | Percent Percent Percent
Valid -1 Yes 5 1.2 50.0 50.0
= 2 No 3 N 30.0 80.0
3 NA 1 2 10.0 80.0
4 DK 1 .2 10.0 100.0
| Total 0 2.5 100.0
Missing | System
: Missing 351 975
| Total 391 97.5
Total 401 100.0
8.iAware you can use pass for trips other than medical
Valid Cumuiative
Freguency | Percent Percent Percent
Valid '1Yes 3 i 30.0 30.0
2 No 5 1.2 50.0 80.0
3DK 2 5 20.0 100.0
Tolal 10 2.5 100.0
Missing || System
Missing 391 87.5
f Total 351 g7.5
Total 401 100.0
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9. Ditver was courfeous

Valid Cumtlative
Frequency | Percent Percent Percent
Valid 1 Very
good 293 746 B4 5 B45
2 19 4,7 5.4 89.8
3 10 2.5 2.8 g2.7
4 5 1.2 1.4 94.1
5 10 2.5 2.8 96.9
10 Very
poor 5 12 14 0B 3
11 DK 5 1.5 1.7 100.0
Total 354 BB.3 100.0
Missing | System
' Missing 47 117
i Total 47 1.7
Totat 401 100.0
10. Neat and clean appearance of driver
1 Valid Cumulative
| Freguency | Percent Percent Percent
Valid i 1 Very
ngoci 293 731 828 B28
‘2 31 7.7 8.8 g1.5
i 3 7 1.7 2.0 93.5
i 4 6 1.5 1.7 95.2
5 11 2.7 34 98.3
11 DK G 1.5 1.7 100.0
Tolal 354 B8.3 100.0
Missing | System .
¢ Missing 47 7
| Total 47 i1.7
Tatal ! 401 100.0
:
i
l 11. Having company name visible on vehicle
|
| Valid Cumulative
i Frequency [ Percent Percent Percent
Valid 1 Very )
| qood 274 83| 774 77.4
12 20 5.0 58 B3.1
13 8 2.0 23 85.3
‘4 B8 1.5 1.7 87.0
15 8 2.0 2.3 89.3
B 1 2 .3 89.5
10 Very
poor it 2 7 3.1 827
11 DK 22 5.5 8.2 88.9
12 NA 4 1.0 1.1 100.0
| Tolal 354 88.3 £00.0
Missing |l System
| Missing 47 17
Total 47 11.7
Tolal 401 100.0
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12. Arriving on time

i Vaiid Cumnulative
i Frequency | Percent Percent Percent
Vaiid ;E}g‘g‘y 258 64 3 729 729
2 a8 8.5 10.7 33.6
3 11 2.7 3.1 86.7
4 10 2.5 2.8 89.5
) 17 4.2 4.8 94.4
B 3 N 8 952
7 3 g .8 96.0
g 4 1.0 1.1 97.2
g 1 2 3 97.5
10 Ve
soor ry 5 12 14 98 9
11 DK 4 1.0 1.1 100.0
Total 354 88.3 100.0
Missing ﬁ%ggﬁg 47 117
Toial 47 11.7
Total i 401 100.0
I
13. Arriving on time to pick you up for return trip
Vaiid Gumulative
Frequency | Percent Percent Percent
valid ;g{ﬂy 232 57.9 855 655
2 46 11.5 13.0 78.5
i 3 13 3.2 3.7 g2.2
L 4 10 2.5 2.8 85.0
5 22 5.8 5.2 81.2
7 4 1.0 1.1 524
8 12 3.0 3.4 95.8
g 1 2 3 96.0
10 Ve
poor v g 22 25 98 6
11 DK 5 1.2 1.4 100.0
Total 354 88.3 100.0
i |
Total 47 11.7
Total 401 100.0
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l 14. Condition of vehicle
1 Vaig | Cumulative
{ Freguency | Percent Percent Percent
Valid i1 Very
: good 266 663 751 751
. 2 43 10.7 12,1 B7.3
3 16 4.0 4.5 91.8
4 7 1.7 20 83.8
i 5 ) 2.2 2.5 86.3
Wi 4 1.0 1.4 897.5
8 1 2 3 7.7
i 9 1 2 .3 98.0
| 10 Very
: poor 1 2 3 a83
i 11 DK ] 1.5 1.7 100.0
: Total 354 88.3 100.0
Missing | System
. Missing 47 17
| Total A7 1.7
Total L 401 100.0
| 15. What was the matter with transportation
Valid Cumuiative
Frequency | Percent Percent Percent .
Valid 4 Enclean
vepiclelpour 2 5 286 286
copdition
5 Unclean/smelled )
like smoke 3 7 429 714
6 ©Id vehicles 1 2 14.3 B5.7
7 Ghair [ift doesn't
always work 1 2 143 1000
Total 7 1.7 100.0
Missing | System Missing 34 98.3
Totai 384 98.3
Total 401 100.0
16. Drive safely
Valid Cumulative
Frequency | Percent Percent Percent
Valid 4 Yes 333 83.0 04.1 94.1
12 No 7 1.7 20 36.0
i3 DK 14 3.5 4.0 100.0
Total 354 B8.3 100.0
Missing || System
Missing 47 117
Tolal 47 L7
Tatal 401 100.0
H
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17. Drive legally

Valid Cumtdative
I Frequency | Percent Pearcent Percent
Valid i1Yes 328 81.8 92.7 92.7
: 2 No ii 2.7 31 95.8
3 DK 15 3.7 4.2 100.0
Total 354 88.3 100.0
Missing |l System
i Missing 47 117
| Total 47 11.7
Total | 401 100.0
18. Smoke
! Valid Cumulative
Frequency | Percent Percent Percent
Valid 1Yes B 1.5 1.7 1.7
2 No 328 £1.8 92.7 94.4
30K 20 5.0 5.6 100.0
i Total 354 88.3 100.0
Missing | System
. Missing 47 17
| Total 47 11.7
Total i 401 100.0
|
i 18. Brink
g Valid Cumulative
i Frequency | Perceni Percent Percent
Valid 11 Yes g . 2.2 2.5 2.5
"2 No 325 81.0 91.8 04.4
3K 20 5.0 5.6 100.0
Total 354 88.3 100.0
Missing i System
Missing 47 117
| Total 47 11.7
Total { 401 100.0
|
] 20, Eat
|
!
Valid Cumulative
Freguency | Percent Percent Percent
Valid 1 Yes 5 1.2 1.4 1.4
2No 328 82.0 92.9 94,4
3 DK 20 5.0 5.6 100.0
Totat 354 88.3 100.0
Missing | System
| Missing 47 i
| Tolat 47 it.7
Total 401 100.0
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21. Wear head phones

Valid Cumnulative
Freguency | Percent Percent Percent
Valid i 1Yes 7 1.7 2.0 2.0
. 2 No 324 80.8 91.5 93.5
- 3 DK 23 5,7 6.5 190.0
| Total 354 88.3 100.0
Missing | System
Missing 47 11.7
Total 47 11.7
Total ! 401 100.0
; 22. Did you request assistance
i .
i Valid Cumulative
Freguency | Percent Percent Perecent
Valid 11 Yes 137 34.2 3B.7 38.7
i 2 No 213 53.1 60.2 98.8
: 3 DK 4 1.0 1.1 100.0
| Tolal 354 BB.3 100.0
Missing | System '
Missing 47 17
Total 47 11.7
Tolal ! 401 106.0
!
23. Was assistance provided
Valid Cumulative
Frequency | Percent Percent Percent
Valig 1Yes 136 33.9 99.3 98.3
2 No H 2 g 100.0
Total 137 34.2 100.0
Missing {! System
Missing 264 65.8
 Total 264 65,8
Total ~ |} 401 | . 1000
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24. Answering call promptly

Vatlid Cumuiative
Frequency | Percent Percent Percent
Vaid ;a\é%‘y 243 606 606 60 6
2 58 14.5 14.5 751
3 20 5.0 5.0 80.0
4 4 1.0 1.0 B1.0
B 15 a7 3.7 84.8
B 3 N §i 85.5
7 4 1.0 1.0 86.5
8 4 1.0 1.0 87.5
8 1 .2 2 87.8
10 Ve
oor Y 2 5 5 88 3
11 DK 25 8.2 8.2 94.5
12 NA 22 5.5 5.5 100.0
Total 401 100.0 100.0
Total | 401 100.0
%
i 25, Amount of time placed on hold
1
i Valid Cumulative
| Frequency | Percent Percent Percent
Vaiid gc\g%ry 174 434 434 434
2 77 18.2 19.2 62.6
8 58 14.5 14.5 77.1
4 B 2.0 2.0 78.1
5 19 4.7 4.7 83.8
6 5 1.2 1.2 85.0
7 4 1.0 1.0 86.0
8 1 2 .2 86.3
10 Ve
b oor v 4 16 1.0 873
11 DK 28 7.0 7.0 94.3
12 NA 23 57 5.7 100.0
Total 401 100.0 100.0
Total 461 160.0
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26. Ease of making transportation reservations

Valid Cumulative
Freguency | Percent Percent Percent
Valid gg’o%w 246 613 613 513
2 57 14.2 14.2 75.6
3 15 3.7 3.7 79.3
% 7 1.7 1.7 81.0
5 8 2.0 2.0 83.0
B 4 1.0 1.0 84.0
7 3 7 7 B4.8
8 1 2 2 B5.0
9 3 N N B5.8
0 Ve
hoor 4 2 5 5 863
i1 DK 28 7.0 7.0 93.3
G2 NA 27 6.7 6.7 100.0
Total 4014 100.0 100.0
Total ‘ 401 100.0
27. Helpfuiness of staff
valid Cumulative
Frequency | Percent Percent Percent
Valid ;D‘ﬁy 271 676 676 676
2 48 12.0 12.0 79.8
3 8 2.0 2.0 81.5
& 5 1.2 1.2 82.8
5 15 3.7 3.7 86.5
7 3 ¥ N 87.3
B 1 2 2 B7.5
9 1 2 2 87.8
[0 Ve
oor 2 5 5 883
i1 DK 25 6.2 6,2 84.5
12 NA 22 5.5 5.5 100.0
Total 401 100.0 100.0
Tolal 401 100.0
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28. Courteousness of staff

Valid Cumulative
Frequency | Percent Percent Percent
Valid | @ Very
good 283 7086 C6 7086
2 43 10.7 10.7 81.3
B i0 2.5 2.5 B3.8
4 8 2.0 2.0 85.8
5 6 1.5 1.5 87.3
5 1 2 .2 B7.5
7 i .2 2 87.8
B 1 2 .2 88.0
10 Very
*poor 1 2 2 BB.3
11 DK 25 6.2 6.2 945
12 NA 22 55 5.5 100.0
Tolal 401 100.0 100.0
Total i 401 100.0
28. Time it took {o complete transaction
!
Valid Cumulalive
Frequency | Percent Percent Percent
Valid | | Very ‘
qood 227 566 56 6 56 6
p 67 16.7 18.7 733
3 27 B.7 8.7 80.0
4 1.7 1.7 81.8
5 i1 2.7 2.7 84.5
3 2 2 84.8
7 ) .2 2 85.0
B b 5 85.5
10 Very
- oor 2 5 5 BG O
17 DK 28 7.2 7.2 93.3
12 NA 27 B.7 6.7 100.0
Total 4019 106.0 100.0
Tatal i 401 109.0
!
| 30. Call 48 hours in advancefroutine appts
|
! . Valid Cumulative
| Frequency | Percent Percent Percent
Valid Very ‘ .
;ware 327 818 815 815
Somewhat
a;ware 23 57 57 B7 3
3 Somewhat :
unaware 13 32 32 805
4 Not at alt
Jware 20 50 50 955
§ b 18 4.5 4.5 100.0
Tolal 401 ¢ 1000 100.0
Total i 401 100.0
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31. Call 24 hours in advance to cancel

|
§
|

Valld Curnulative
I Frequency | Percent Percent Percent
Valid § 1 Very :
Aware 3z27 B 5 B15 815
2 Somewhat
aware 23 57 57 873
i
3 Somewhat !
unaware 9 22 22 gas
4 Not at all
ware 28 72 7.2 958
5DK 13 3.2 3.2 100.0
Tolal 401 100.0 160.0
Total 4014 100.0
]
! 32, Transportatio mests your needs...
Vaiid Cumulative
: Frequency | Percent Percent Percent
Valid | [t Always 243 60.6 60.6 50.6
2 Most of
he tirme 133 332 33.2 938
3 Seldom 12 3.0 3.0 96.8
4 Never 5 1.2 1.2 98.0
5 DK 8 2.0 2.0 100.0
Total 401 100.0 100.0
Total | 401 109.0 :
33. How can service be improved
Valid Cumulative
Frequency | Percent Percent Percent
Valid 2 Late pickup
affects medical i 2 58 5.6
treatment
4 Always late/be
orf tima 8 1.5 33.3 389
11 Very rude
selvice 4 id 222 611
12 Always a .
hassle 2 5 111 722
13 Do not feel
safe in .
non-commercial 1 2 56 778
vehicle
14 Vehicles not
safe 1 2 58 833
15; Better
follow-up on 1 2 56 889
campiaints
77DK 2 5 11.1 100.0
Tatal 18 4.5 100.6
Missing | System Missing 383 855 | '
Total 383 85.5
Total ! 401 100.0
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234. Reason for most recent medical transportation

Valid Cumulaiive
i Freguency | Percent Percent Percent
Valid | 1 Dialysls 107 26.7 26.7 26.7
2 Mental
retatdation 48 115 115 382
3 Mental heaith 24 8.5 8.5 46.6
4 Routine 147 36.7 36.7 83.3
5 Other 24 8.0 8.0 B9.3
6 DK 3 7 ¥ 80.0
7 Day
Program/Daycare 35 87 87 988
8 RF 5 1.2 1.2 100.0
Total 401 100.0 100.C
Tolal i 401 100.0
i
§ 35. Race
i
i Valid Cumuiative
i Frequency | Percent Percent Percent
Vatd | 1 While 174. 43.4 434 43.4
2 |
Afriean-American 205 511 511 848
3 Asian 1 2 2 94.8
4 Afnerican Indian 1 9 2 950
5 Other 4 1.0 1.0 96.0
B RF 16 4.0 4.0 100.0
Tolal 401 100.0 100.0
Total 401 100.0
i 36. Ever utilized translation phone service
i .
| Valid Cumulative
. Fraquency | Percent Percent Percent
Valid 1 Yes 5 1.2 1.3 1.3
2 No agz . 97.8 98.0 £9.3
3 DK 3 N .8 100.0
i Total 400 899.8 100.0
Missing | System . o
Missing
Total 1 2
Total 401 100.0
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37. Satisfaction

i Valid Cumulalive
i Freguency | Percent Percent Percent
Valid i1 very
;satisﬁad 3 7 500 50.0
2 Somewhat
satisfied 2 5 333 833
4 Not at all
satisfied 1 2 167 000
Total 6 1.5 100.0
Missing || System
Missing 395 98.5
Total 385 98.5
Total i 401 100.0
i
i 38. Why were you dissatisfied
: Valid Cumulative
i Freguency | Percent Percent Percent
Valid 12 Bad
\connection 1 2 1000 1000
Total 1 2 100.0
Missing |1System
Missing 400 98 8
Total 400 59.8
Total 401 100.0
i 39. Age
Valid Cumulative
Frequency | Percent Percent Percent
Vatid | 1 Less than
118 i2 30 30 3an
218<25 27 6.7 6.7 8.7
825<35 59 14.7 14.7 24.4
435 <45 61 15.2 15.2 39,7
545 <55 68 17.0 17.0 56,6
555 <65 62 15.5 18.5 721
7685<75 38 98,5 9.5 81.5
g s or 48 12.0 120 935
9 RF 26 6.5 6.5 100.0
Totat 401 100.0 100.0
Totai 401 100.0
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40. Transportation used for non-medical frips

i
i Valid Cumulative
: Frequency | Percent Perceni Percent
Vaiid | 1 Friend/
relative 283 706 706 7086
2 Public
transporiation 1 27 27 733
3 Cabftaxi 17 4.2 4.2 77.6
4 Drive self 3 N N4 78.3
& Dther 76 18.0 18.0 97.3
6 DK 11 2.7 2.7 100.0
Total 401 100.0 100.0
Total 401 100.0
, 41. Gender
|
i Valid Cumulative
Frequency | Percent Percent Percent
Valid | {1 Male 181 45,1 45,1 45,1
2 Female 220 54.9 54.9 100.0
Fotal 401 100.0 100.0
Total 401 100.0
!
i 42. Sample
| )
! Valid Cumutative
| Frequency | Percent Percent FPercent
Valid | | VA
Medicald 306 g8.8 88.8 988
2 Medallion
{ 5 12 12 1000
Yotal 401 100.0 100.0
Totai 401 100.0

!
¥
i
'
i
)
|
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LogistiCare, Inc.
Month-at-a-Glance

VA DMAS
Trip Volume January 04 | February 04 | March 04
Total Gross Reservations 322,455 300,481 337,364
Total Cancellations 87,564 65 581 58,649
Canceilation % 27.16% 21.8% 17.4%
Total Net Authorized Trips 234,891 234,900 278,715
Avg Monthly Members 265,928 258,731 263,549
m Utilization Rate 88.33% 80.79% 105.75%
Leve! of Service Distribution
Ambulatory 79.46% 79.97% B0.36%
Wheelchair 17.72% 17.45% 17.18%
Stretcher 2.82% 2.52% 2.33%
Van Strefcher 0.00% 0.06% 0.13%
Other 0.00% 0.00% 0.00%
[Mileage Distribution
Under 10 Miles 68.40% 70.16% £9.68%
Under 25 Miles 24 .61% 23.45% 23.88%
Under 50 Miles 5.44% 4,86% 4.98%
Over 50 Miles 1.55% 1.53% 1.46%
Distribution by Type of Facility
Dialysis 8.32% 7.40% 7.05%
Doctor 5 84% 6.13% 6.04%
Hospital 2.97% 2.80% 2.65%
Nursing Home 2.93% 2.92% 2.92%
Mental Health 23.42% 24.18% 24.82%
Mental Retardation 4.38% 4.46% 4.43%
Adult Day Care 4.04% 4.19% 4.18%
Assisted Living 4.27% 4.07% 4.41%
Residence 40.59% 40.67% 40.72%
Other 3.24% 2.34% 2.77%
Transportation Network
Number of Providers in Network 269 272 254
Number of Vehicles in Nefwork 3,000 3,002 2,899
fCall Statistics
Number of Calls Answered 29,727 26023 32,152
Abandonment Percentage 7.85% 5.24% 4.76%
Average Wait Time 1:26 1:03 0:52

292%

5.84%



LogistiCare, Inc.

Month-at-a-Glance
3rd Quarter 2004

VA DMAS
Trip Volume July 04 Aug 04 Sept 04
Total Gross Reservations 325,023 326,069 325,340
Total Cancellations 65,729 52,828 53,984
Cancellation % 20.22% 16.2% 18.4%
Total Net Authorized Trips 258,294 273,241 265,346
Avg Monthly Members 264,708 265,241 271,967
Avg Utitization Rate 897.95% 103.02% 97.57T%
Level of Service Distribution
Ambulatory 79.57% 79.84% 79.84%
Wheelchair 2.36% 2.38% 2.33%
Strefcher 17.83% 17.57% 17.60%
Van Stretcher 0.23% 0.21% 0.23%
Other 0.00% 0.00% 0.00%
Mileage Distribution
Under 10 Miles 69.10% 69.77% 70.50%
Under 25 Miles 24.19% 23.66% 23.02%
Under 50 Miles 5.38% 5.21% 5.13%
Over 50 Miles 1.33% 1.36% 1.35%
Distribution by Type of Facility
Dialysis 7.69% 7.20% 7.35%
Doctor 5.82% 6.35% £5.88%
Hospital 2.63% 2.72% 2.68%
Nursing Home 2.66% 2.71% 2.73%
Mantal Health 16.69% 16.87% 16.72%
Mental Retardation 12.81% 12.45% 12.99%
Adult Day Care 4.15% 4.09% 4.13%
Assisted Living 4.08% 4.11% 4,09%
Residence 41.16% 41.10% 40.84%
Other 2.30% 2.40% 1.60%
[Transportation Network
Number of Providers in Nefwork 258 253 248
Number of Vehicles in Network 2,841 2,924 2,946
Call Statistics
Number of Calis Answered 37,687 38,780 31,864
Abandonment Percentfage 3.78% 517% 4.95%
Average Wait Time 0:38 1:.03 0:35




Month At A Glance

4th Quarter

VA DMAS
Trip Volume October 2003 | November 2003 | December 2003
Total Gross Reservations 341,528 301,878 334,088
Total Canceliations 53,054 53,899 73,581
Cancellation % 15.5% 17.9% 22.0%
Total Net Authorized Trips 288,474 247,979 260,517
Avg Monthly Members 258,399 250 805 265,928
Avg Utilization Rate 111.64% 95.45% 97.97%
Level of Service Distribution
Ambulatory 80.5% 80.2% 80.1%
Wheelchair 17.0% 17.3% 17.3%
Strefcher 2.5% 2.6% 2.5%
Other 0.0% 0.0% 0.0%
Mileage Distribution
Under 10 Miles 65.41% 66.77% 67.88%
Under 25 Miles 26.52% 25.58% 25.13%
Under 50 Miles 6.17% 5.83% 5.46%
Over 50 Miles 1.90% 1.82% 1.53%
Distribution by Type of Facility
Dialysis 8.84% 7.52% 7.80%
Doctor 5.56% 517% 4.92%
Hospital 2.74% 2.89% 2.77%
Nursing Home 2.43% 2.66% 2.62%
Mental Health 24.32% 24.63% 24.68%
Mental Retardation 4.29% 4.17% 4.21%
Adult Day Care 4.27% 4.16% 4.25%
Assisted Living 3.39% 4.11% 4.16%
Residence 42 .05% 41.05% 41.06%
Other 4.11% 3.65% 3.52%
Transportation Network
Number of Providers in Network 259 259 255
Number of Vehicles in Network 1,861 1,861 1,861
Call Statistics
Number of Calls Answered 33,478 27,092 28,918
Abandonment Percentage 4.97% 5.57% 4.78%
Average Wait Time 1:30 1:21 1.01
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